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The problem of dual business systems has drawn significant attention in recent years. 
One of the key features of dual business systems is differences in cultural business 
practices between significantly different cultural groups in the same country. The 
cultures may co-exist, while one culture dominates the national business environment 
and systems. The Republic of South Africa (RSA) provides a good case example of 
such a dual business system environment. The RSA government’s efforts to facilitate 
the cooperation of culturally different business groups have not worked as planned due 
to a significant number of businesses, which belong to a specific cultural group, being 
perceived as lacking in quality standards. Consequently, the South African 
government has been addressing the issue of supply chain information quality through 
a variety of initiatives. 
The literature has identified a positive relationship between information quality and 
supply chain performance, which makes building supply chain information quality an 
important part of these initiatives. The extant literature, however, also presents 
conflicting findings about the relationship between information quality and supply 
chain performance. This thesis makes a contribution to information quality literature 
by identifying the factors that lead to information quality, the association between 
these factors and the organisational context, which moderates the relationship between 
these factors and information quality. Many of these moderating factors are the result 
of cultural differences. 
This thesis analyses and reports on interview data from supply chain managers in 
South African FMCG and service industries and identifies the mechanisms affecting 
information quality in supply chains spanning different cultures. The data were 
collected using the convergent interviewing technique. Information quality was found 
to be affected by a process comprising several stages and a new information quality 
dimension, information dishonesty, was identified. The implications of the research 
are that Western value-based businesses (Non-Ubuntu Management Culture 
Companies in this study- NMCCs) need to persevere in the pursuit of appropriate 
information from supplier Ubuntu Management Culture Companies (UMCCs), and 
reward good information performance to enhance information accuracy, relevance and 
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completeness. Further, NMCCs need to consider ways to increase direct contact with 
UMCCs to increase information frequency and gain their trust, which leads to 
increased information availability. UMCCs can enhance information availability by 
situating themselves in proximity to NMCCs, and demonstrating a willingness to learn 
and welcome challenges from them. Further, UMCCs must adopt the practice of 
delegating decision making to junior managers to increase the speed of information 
transmittal. Government should pay attention to developing the skills of UMCCs in 
the areas of IT adoption, long-term planning to encourage UMCCs to remain in 
business for longer periods, and building information quality development systems 
that benefit the wider supply chain rather than individual members. Information quality 
and supply chain management theory can be amended to widen their generalisability 
by including message processing traits, time interval appropriateness, contextual 
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Chapter 1: Introduction 
1.1 Research background 
For many years, problems in countries with dual business systems have been widely 
debated. One of the key features of dual business systems is differences in cultural 
business practices between significantly different cultural groups in the same country. 
The cultures may co-exist, while one culture dominates the national business 
environment and systems (Finestone & Snyman 2005). As a result, some actors within 
these systems are forced to adopt standards that are founded on a cultural base that 
does not belong to them (Ntibagirirwa 2009). The Republic of South Africa (RSA) 
provides a good case example of such a dual business system environment. In the RSA, 
there are 11 official languages – nine are ethnic and two are Western. The response to 
the difficulties of operating within a dual business system (as well as the cultural 
challenges) is a striving, in the RSA, for a unified culture that combines the cultural 
standards of both groups (Finestone & Snyman 2005), as can be seen in the RSA’s 
government efforts to empower previously excluded ethnic population groups (Adlam 
& Emuze 2013). The objective of these efforts is extensive and includes the 
management of information quality in RSA supply chains.   
Information quality has been defined as the extent to which exchanged information 
meets organisational requirements (Petersen 1999). The literature uses the term 
‘information quality’ inconsistently to describe different relationships and outcomes. 
For example, information quality can measure product or service performance (Kahn, 
Strong & Wang 2002), information flow efficiency (Badenhorst, Maurer & Brevis-
Landsberg 2013), source characteristics (Bin 2009; Zimmer, Henry & Butler 2007) or 
criteria for information users (Neumann & Segev 1979). In addition, the literature does 
not measure information quality consistently, thus making the published findings 
subjective, depending on the measure of information quality adopted. In addition, the 
literature has not yet sufficiently identified the mechanisms for achieving information 
quality and the necessary preconditions, in terms of culture and contextual factors, for 
these factors to be incorporated in future research.  
Without a representative understanding of the processes that underpin information 
quality, it becomes difficult to assess its full effect on organisational performance. 
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Supply chain information quality is likely to have a significant relationship with 
organisational performance because information quality can influence a supply chain’s 
ability to respond quickly to customer demand, which in turn affects organisational 
success (Mason-Jones & Towill 1997). Understanding the mechanisms affecting 
supply chain information quality provides the opportunity to improve supply chain 
driven performance outcomes. High information quality in supply chains has been 
linked to better planning, coordinating and decision making (Ge & Helfert 2013; 
Sagawa & Nagano 2015). However, the literature has not produced consistent findings 
in relation to performance or other relationships affected by supply chain information 
quality. For example, some literature indicates that information availability has a 
positive effect on information flow and information asymmetry between members of 
the same supply chain (Ergen & Akinci 2008; Fiala 2005; Stiess 2010), whereas other 
papers suggest that too much information availability can negatively affect 
information flow and result in the loss of information (Kim 2014; Li & Zhang 2008). 
This may be explained by the inconsistencies in and incompleteness of the 
understanding of the effect of supply chain information quality. 
The extant literature on information quality has been predominantly quantitative, 
which may account for the current lack of understanding of the concept. Exploratory, 
qualitative research is better suited to identifying the construct of information quality, 
its antecedents and the factors that affect it (Van't Riet et al. 2001). Although the 
concept of information quality is well-established, most of the research has been 
conducted in developed, monocultural countries, especially in North America and 
Western Europe. This implies that existing frameworks of information quality are 
neither all-inclusive nor widely representative, nor do they contain the effect of 
important variations, such as culturally driven differences in business practices.  
Understanding the effect of cultural differences in today’s supply chains is critical 
because most supply chains operate globally, spanning a range of different cultures 
and business systems. New research on the effect of these differences on information 
quality in the supply chain is particularly important because the extant research has 
tended to be limited to single country and culture contexts (Matthews 2004). Many 
factors affect information quality in supply chains, including language differences 
(Finestone & Snyman 2005). In the RSA, for example, information quality in the 
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supply chain is affected by the inability of Africans to clearly articulate messages in 
other languages (Matthews 2004). The extent of the problems with supply chain 
information quality in the RSA, combined with the efforts to deal with these issues, 
makes this environment an excellent location in which to examine the factors that 
affect information quality in supply chains spanning cultural differences.  
1.2 Problem statement 
Globalisation and economic integration have made markets for goods and services 
more competitive. Businesses no longer operate as isolated firms but as supply chains 
(Christopher 2000). Therefore, it has become important for organisations to 
communicate effectively because their success depends on how well they manage 
information exchanges (Yan et al. 2009). The current literature indicates that 
information quality plays a critical role in maximising the value of information and 
ensuring that information meets organisational objectives. As a result, it affects 
planning and coordination (Ali et al. 2017), strategy formulation (Huang & Wang 
2017), cost efficiency (Ojha et al. 2019), demand predictability (Tian & Jiang 2017) 
and operational knowledge levels (Hosoda, Disney & Gavirneni 2015). Improvements 
in these five areas in turn lead to enhanced operational performance (Bourland, Powell 
& Pyke 1996; Chavez et al. 2015; Ge & Helfert 2013; Lurie & Swaminathan 2009; 
Petersen 1999).  
Within the last 50 years, a number of frameworks have been introduced to assist in the 
understanding of information quality. The most significant have been Delone and 
McLean’s (1992) information success model, Eppler’s (2006) model of information 
management and Galbraith’s (1974) information processing theory. Although these 
models are distinct in their focus, they have contributed to the understanding and 
development of information quality theory and provide a foundation for other 
frameworks. For example, Delone and McLean’s article on the information success 
model is one of the most cited (Ge & Helfert 2006) and is regarded as a leading theory 
in the domain of information systems research. 
While these frameworks have advanced understanding of information quality as a 
concept, they do not include the effect of business practice factors resulting from 
cultural differences. Further, they do not explain the information motivations that 
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affect information quality and the behaviours of the actors who generate it. As a result, 
there is a need to supplement extant information quality models when analysing 
information quality. Information quality relationships such as the link between 
information quality and information processes and the connection between 
information quality and supply chain integration in dyadic relationships need to be 
better understood. The literature has indicated that more confirmatory testing (Myrelid 
& Jonsson 2019) and empirical evidence (Sagawa & Nagano 2015) are needed to 
validate these relationships, because of the inconsistency of research findings affected 
by information quality. 
A model that represents the effect of differences in business systems due to cultural 
dissimilarities on information quality should comprehensively define the construct of 
information quality, the factors that affect it and the process of its creation. In addition, 
the model needs to incorporate the mechanisms and the preconditions that affect 
information quality. With this goal in mind, the objective of this thesis is to identify 
the mechanisms that directly affect the creation and content of information quality in 
a dual business system environment, resulting from multiple cultures. The data for this 
project were collected from the RSA and analysed to answer the research question: 
“What are the factors affecting information quality in supply chains spanning 
different cultures?” 
1.3 Significance of research 
The dual business system in the RSA has not worked as intended by the government. 
Since the introduction of affirmative action laws to empower previously excluded 
groups, business activity within these groups has continued to decline, affecting the 
entire business environment. White-owned (or Western value-based) businesses have 
struggled to find suitable Black-owned (or Ubuntu-based) supply chain partners 
because a large number of businesses owned by the latter have been regarded as 
lacking in quality standards (Adlam & Emuze 2013). Low quality standards have been 
manifested in late deliveries and supply of inferior products (Migiro 2010). According 
to Magoro and Brynard (2010), business owners who are members of these previously 
excluded communities do not deliver on time, at low cost and high quality. As a result, 
the government has been addressing the issue of supply chain information quality 
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through a range of initiatives because this has the potential to improve business 
activities crossing the two cultures and ultimately improve both individual 
organisational and supply chain performance. 
Non-Ubuntu-based organisations in the RSA have not been strongly motivated to 
improve aspects of supply chain performance involving Ubuntu-based supply chain 
partners, despite the attention given to supply chain information quality. Chavez et al. 
(2015), Forslund and Jonsson (2007) and Su et al. (2018) have provided some 
motivation, in addition to the government actions, by identifying a positive 
relationship between information quality and supply chain performance. 
Unfortunately, however, the literature has also presented conflicting findings such as 
Kim (2014) and Li and Zhang (2008), who found that information quality (availability) 
can reduce performance by increasing the leakage of information to competitors. The 
literature also incorporates contradictions about the causal relationship between 
information processes and information quality. Some articles describe the relationship 
as unidirectional (Ling & Goddard 1989), while others have suggested that the 
relationship is bidirectional (Gao et al. 2012).   
Although the supply chain information quality literature is in a state of uncertainty, it 
nevertheless provides a foundation for research clarifying the construct of supply chain 
information quality and the factors that affect it. This literature provides a reference 
point for considering the external validity of the findings from this project, as well as 
enabling the findings from this project to extend and clarify past findings. As a result, 
this thesis makes a number of contributions to the information quality literature 
including identifying the factors that lead to information quality, the interrelationship 
between these factors and the organisational context, which affects (moderates) the 
relationship between these factors and information quality. As this study considers the 
effects of dual business systems on information quality in the supply chain, many of 
the moderating factors that affect the relationship between the factors that lead to 
information quality in the supply chain are the result of cultural differences. The effects 
of all of these factors are presented in this thesis in the form of an interaction model. 
In addition to providing the basis for making a number of extensions to the extant 
literature, the findings in this thesis have enabled the researcher to propose practical 
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supply chain information quality strategies for practitioners operating in supply chains 
spanning different business systems. 
1.4 Structure of the thesis 
This thesis is arranged into seven chapters. Chapter One introduces the study, which 
explores the factors affecting information quality in supply chains spanning different 
cultures. In addition, Chapter 1 provides background for the research and outlines the 
problem statement, the aim of the research and its significance. 
Chapter 2 provides an in-depth review of the literature that explains the supporting 
frameworks, models and empirical evidence related to the research. The literature 
review discusses the significance of supply chain information quality and information 
quality activities. This is followed by a presentation of suitable theories for examining 
supply chain information quality. Next is a discussion of national and ethnic cultures 
and how they relate to information quality. The effect of information quality on 
organisational performance is then analysed in relation to functional areas and 
dimensions of performance. Metrics of information quality are reviewed and a 
framework for investigating the multiple business system factors that affect 
information quality is presented.  
Chapter 3 introduces the research method. The main areas of the chapter are qualitative 
methods, participant approach process, data collection, sample selection, research 
process and data analysis. A qualitative approach was used for this project. Details of 
this approach are provided in the chapter. Chapter 4 presents the findings of the 
research. The significant findings are summarised into thematic groupings so as to 
provide a detailed presentation of the main findings from the analysis. Chapter 5 
discusses the findings and contrasts these with existing information quality literature. 
Using this as a foundation, a model is developed and proposed for analysing supply 
chain information quality. Chapter 6 discusses the implications for practice of the 
findings. Chapter 7 concludes the thesis, presents the key implications for theory, 




Information quality in supply chains is an important area of research in the literature. 
It is an area of research in which conflicting findings have been produced, because of 
inconsistency in the definition of constructs and awareness of the factors that influence 
relationships involving supply chain information quality. A key area of this research 
is information quality in supply chains spanning multiple business systems. This thesis 
presents findings from research conducted in the RSA, where the dual business system 
has been found to significantly affect supply chain information quality, and led to a 
focus from government initiatives. This project contributes to the body of information 
management knowledge by examining the supply chain information elements that 
combine to create information quality. In addition, this project examines the 
interconnectedness of these elements, analyses the contextual and cultural factors 
affecting information quality and recommends strategies for operating in multicultural 
supply chains. The next chapter reviews the literature on information quality, supply 
chain management and culture and presents a hypothetical template for analysing 




Chapter 2: Literature Review 
2.1 Introduction 
This chapter reviews the literature relating to information quality in supply chains. 
Information quality is important because it affects the significance of the effect of 
information sharing on supply chain performance (Hartono et al. 2010; Myrelid & 
Jonsson 2019; Wiengarten et al. 2010). Information that is not accessible, accurate or 
useful is unlikely to contribute to supply chain performance (Huang, Lau & Mak 
2003). The literature discusses information quality in a number of contexts. The most 
common of these relate to measurability (Arazy & Kopak 2011) and its usefulness as 
a measure of information flow efficiency (Badenhorst, Maurer & Brevis-Landsberg 
2013), as an evaluation criterion for information users (Bailey & Pearson 1983; 
Küçükdurmaz et al. 2015; Neumann & Segev 1979; Peng et al. 2016), as a measure of 
product and service performance (Kahn, Strong & Wang 2002) and as an information 
source characteristic (Bin 2009; Zimmer, Henry & Butler 2007). The literature 
contains articles about the effect of information quality on aspects of operational 
activity such as operational performance (Chavez et al. 2015), decision making (Ge & 
Helfert 2013; Lurie & Swaminathan 2009), inventory management (Bourland, Powell 
& Pyke 1996), ethics (Vedder 2005) and customer integration (Chavez et al. 2015). In 
addition, the literature discusses the effect of information systems on information 
quality (Ou, Zhao & Zhou 2018), dimensions of information quality and how some of 
these dimensions are related (Arazy & Kopak 2011; Neumann & Segev 1979; Valdes 
et al. 2016). Although these articles have contributed to understanding the concept of 
information quality, there is no consistency in how it is evaluated. This problem is 
manifested in the lack of representative variables, measures and constructs for 
information quality (Ge & Helfert 2006). Information is considered high in quality if 
it addresses the purpose for which it is needed (Gustavsson & Wänström 2009; 
Petersen 1999; You, Kim & Lim 2016; Zhou & Benton 2007). However, only 
information users are able to subjectively evaluate if information addresses its intended 
purpose (You, Kim & Lim 2016). Another problem is that while the literature 
highlights the importance of information quality, it lacks insight into the mechanisms 
of interaction between information quality and performance (Sagawa & Nagano 2015). 
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Culturally derived factors have been shown to affect information quality. The literature 
has examined the significant effect of culturally derived factors on theoretically 
connected areas such as information sharing (Deverell & Burnett 2012) because of 
their ability to enable or restrict the flow of information (Bundred 2006; Riege 2005). 
However, the literature has lacked focus on the potential effect of culture on 
information quality. Therefore, in this chapter, a theoretical framework has been 
developed that aims to address the overarching research question for this study: what 
are the factors that affect information quality in supply chains spanning different 
cultures? Both information quality and culture are significant for the efficient running 
of a supply chain. Delayed information, for example, can be disruptive to the 
coordination of supply and demand schedules (Fiala 2005), the achievement of 
economical batch sizes (Patnayakuni, Rai & Seth 2006) and the achievement of cost 
savings (Sahin & Robinson 2005), while culture can influence supply chain 
performance (Meixell & Gargeya 2005) by restraining information sharing between 
culturally different groups. 
As a result, information management needs to be discussed in the context of the 
managerial activities that are necessary to enable the achievement of information 
quality between cooperating organisations. Hence, this review of the literature draws 
on Information Processing Theory (IPT), Supply Chain Integration (SCI) theory and 
Actor-Network Theory (ANT) to enable an informed investigation of the factors 
affecting supply chain information quality, and to identify existing gaps in the 
literature. Not only are these credible and widely used paradigms, but they can 
facilitate the positioning of this research in the context of the current literature as well 
as provide an interpretation of the focal areas of this study: 1) information quality in 
supply chains and 2) the impact of culture on information quality. IPT has been 
instrumental in providing a framework to identify the mechanisms through which 
supply chain management reduces the effect of environmental uncertainty on 
information. Therefore, this study uses IPT as the theoretical construct for describing 
the effect of external environmental factors on information quality in supply chains. 
SCI theory is reviewed because it explains how different activity processes, including 
sharing information and forming strategic partnerships within supply chains can 
function together. Finally, ANT is discussed because it relates to the collaboration 
between heterogeneous actors who seek mutually beneficial outcomes. By joining 
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elements of IPT, SCI theory and ANT, the factors affecting supply chain information 
quality across different cultures must be conceptualised. 
This chapter is arranged into nine sections. The chapter begins by discussing the 
importance of information quality and information quality activities in supply chains. 
These sections discuss supply chain information management activities including the 
setting of rules, policies and procedures required for the effective exchange of 
information between organisations in mixed cultures. Next, theories are presented that 
are suitable for analysing information quality in supply chains. This is followed by a 
discussion of national and ethnic cultures and their effects on information quality. In 
this section, cultural characteristics are considered to assess how they may affect 
information quality, ways of working and organisational policy setting. The effect of 
supply chain information quality on organisational performance is then reviewed in 
the context of functional areas of a supply chain and performance dimensions. Key 
metrics for information quality are briefly discussed before introducing a framework 
for examining the cultural factors affecting information quality. The chapter ends with 
a summary of the conclusions drawn from the review of the literature and an 
introduction to the focus of the remainder of the thesis.   
2.2 The function of information quality in the supply chain 
Information management plays an integrating role in the management of a supply 
chain. It has been described as the accessibility and organisation of appropriate and 
timely information to enable effective process management (Devaraj, Krajewski & 
Wei 2007). Underlying effective process management is the unification and support 
of supply chain members (Prajogo et al. 2018). Information management facilitates 
this through provision of wide-ranging information relating to the multiple functional 
areas of an organisation. Functional units such as sales, marketing, finance and 
operations are cases in point. The process of providing information to these units 
allows managers to make decisions and achieve organisational success (Davenport & 
Beers 1995; Naranjo-Gil 2009). If the information is low in quality (i.e., not accessible, 
accurate or useful), it is unlikely to contribute to supply chain performance (Huang, 
Lau & Mak 2003). As a result, information management becomes a coordinating 
mechanism for SCI (Bian, Shang & Zhang 2016) as well as a potential source of 
operational problems. Such problems may include a lack of protocol for retrieving and 
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communicating information (Chandra, Grabis & Tumanyan 2007; Choo 2002) and 
information leakages (Dye & Sridhar 2003), both of which affect information quality 
(e.g., accessibility). Information quality refers to the dependability, attainability, 
timeliness and relevance of meaningful, concrete and subjective data transferred 
between two or more agents within a supply chain. As such, information quality 
addresses organisational needs (Petersen 1999; Zhou & Benton 2007). This chapter 
focuses on the literature relating to information quality in supply chains. 
The purpose of information quality is to facilitate the intended role of information in 
organisations and to maximise the value of information. Most of the literature on the 
role of information in operations largely concentrates on five categories: planning and 
coordination, strategy formulation, cost efficiency realisation, operational knowledge 
enhancement and better demand predictability. The planning and coordination aspects 
include the determination of lead times, production planning and replenishment, while 
strategy formulation relates to mechanisms such as new product development, building 
competitive advantage and price setting. Cost efficiency realisation refers to process 
efficiency, inventory management and effectively managing communication costs, 
whereas operational knowledge enhancement and demand predictability relate to 
increasing knowledge about end consumer needs and anticipating downstream supply 
chain requirements respectively. Interestingly, little has been written on the effect of 
information inaccuracies or information dishonesty on operational performance. The 
literature tends to focus more on the mechanistic processes and takes a positivist 
approach. This is problematic because information quality is widely regarded as 
significantly affecting operational performance (Bourland, Powell & Pyke 1996; 
Chavez et al. 2015; Ge & Helfert 2013; Lurie & Swaminathan 2009; Petersen 1999).  
The omission of information inaccuracies or information dishonesty may be explained 
by these terms being negative constructs, and at variance with the literature’s 
orientation towards ‘positive’ (or certain) knowledge. Therefore, deliberate exclusion 
of information dishonesty on the basis of it having a negative descriptor (such as 
‘dishonesty’) may imply that a holistic approach to understanding information quality, 
and its effect on operational performance, cannot be taken. Inclusion of information 
dishonesty may inform the literature on the motivations behind information quality 
and the communication behaviours of supply chain members that affect information 
 
12 
quality to influence operational performance. Such motivations may include the 
expectation of benefits (Balasubramanian, Bennett & Pierce 2017; Hydock 2018; 
Pornpattananangkul, Zhen & Yu 2018). Table 1 provides a summary of the main 
categories and representative articles about the operational role of information. 
Table 1: The functional role of supply chain information 
Theme Applicable Research 
Planning and 
coordination 
(Ali et al. 2017; Fiala 2005; Hosoda, Disney & Gavirneni 
2015; Ojha et al. 2019; Sahin & Robinson 2005) 




(Huang, Li & Ho 2016; Ojha et al. 2019; Sahin & Robinson 




(Ali et al. 2017; Hosoda, Disney & Gavirneni 2015) 
Demand 
predictability 
(Ali et al. 2017; Tian & Jiang 2017; Venkatraman 1994) 
 
As can be noted, information quality is a critical requirement for supply chains, and 
low information quality is a likely cause of operational problems. Operational 
problems, in this context, can develop from the absence of rules (e.g., how to access 
information), or, where rules exist, from a violation of those rules (e.g., information 
leakages). In addition, the literature shows that our theoretical representation of 
information quality may not be complete because it seems not to capture negative 
characteristics of information exchange behaviour in its dimensions. As such, it may 
not holistically explain the factors that affect information quality in supply chains. This 
gap is significant because information quality is an integral part of information 
management, and has been shown to permeate different levels of an organisation. At 
a strategic level, information quality facilitates strategy formulation, at a tactical level, 
it enables planning and coordination across functional units, while cost efficiency 
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realisation, operational knowledge enhancement and demand predictability are 
facilitated at an operational level. As a result, information quality can critically affect 
the operational performance of supply chains. Information quality is therefore 
interconnected with many organisational processes and activities, which are described 
in more detail in the following section.   
2.3 Information quality activities in supply chains 
Supply chain management (SCM) is the practice of administering business processes 
within a supply chain, which range from sourcing raw materials to delivering finished 
goods and services to the end consumer, to optimise consumer value (Richey Jr et al. 
2010). SCM primarily involves integrating and making effective use of information, 
material and financial movements in the supply chain (Lee & Whang 2000). Effective 
information use is enabled through information quality management, which consists 
of three areas: information management, quality management and knowledge 
management (Ge & Helfert 2006). Information management entails improving 
information quality by focusing on four value-adding activities: integration, validation, 
contextualisation and activation (Eppler 2006). Quality management entails treating 
information as a product and delivering high-quality information to consumers. Wang 
(1998) proposes a framework with four stages for this purpose: defining, measuring, 
analysing and improving information. Knowledge management involves converting 
high-quality information into organisational knowledge. To this end, Huang, Lee and 
Wang (1999) propose a knowledge management framework with three processes: 
improving information quality, making tacit knowledge explicit and building 
organisational knowledge. However, knowledge management falls outside the scope 
of this project and is not further considered in this review of the literature. Information 














Visualising concepts, listing 
sources, summarising content, 
personalising content, prioritising 
content, highlighting aspects and 
giving an overview 
Eppler (2006); Ge 
and Helfert (2006); 
Grice (1975); Huang, 






Evaluating the source, indicating 
the level of certitude (or 
reliability), describing the 
rationale, comparing sources, 





Linking content, stating target 
groups, showing the purpose, 
describing the background, 
relating to prior information, 
adding meta-information, stating 
limitations 
Eppler (2006); Ge 
and Helfert (2006); 




Notifying and alerting, 
demonstrating steps, asking 
questions, using mnemonics and 
metaphors (storytelling), stressing 
consequences, providing 
examples, offering interaction 
Eppler (2006); Ge 




Defining information Ge and Helfert 
(2006); Huang, Lee 








Within the four value-adding activities that Eppler (2006) identified are a total of 28 
information quality activities. Integration is comprised of eight information quality 
activities that have the effect of increasing information accessibility through their 
aggregation, compression or incorporation. For example, information accessibility can 
be increased by providing a personalised index that shows the location of relevant 
sources or providing a visual summary such as a diagram. Validation consists of six 
information quality activities that seek to evaluate the consistency and accuracy of 
information. This is achieved by activities such as evaluating the information source 
or the information itself and cross checking it with alternative sources. 
Contextualisation has seven information quality activities aimed at improving the 
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clarity of information and providing context. One way of adding context to information 
is by labelling information with details such as the author, the intended audience and 
the date of creation. Finally, activation includes seven information quality activities 
that increase the probability of information being used. This can be achieved by 
presenting the information when it becomes relevant or formatting information so that 
it can be stored or used at a later date.  
The four stages introduced in the framework proposed by Wang (1998) can each be 
regarded as an information quality activity because they contribute towards enhancing 
the value of information. In the information definition stage, Wang (1998) proposes 
that information be defined as a product and in terms of the quality needs of 
information consumers, suppliers, producers and managers. Wang (1998) also 
proposes that information is defined in terms of how the information should be 
produced. Defining information as a product is achieved by first identifying the desired 
functionalities of the information needed to make it usable to information consumers. 
An example is to add information characteristics such as an account number to enable 
identification of a client and the value of sales to that client. Defining how information 
is produced is facilitated by specifying the systematised interactions between 
suppliers, consumers, producers and managers of information. This extends to stating 
and clarifying the supplying, processing and quality-checking roles of the 
organisational actors.  
In the measurement stage, development of information quality metrics enables the 
measurement of information quality dimensions. Metrics are developed by mapping 
(or assigning) the specified information functionalities to representative information 
quality measures. For example, the age of the data and name of the data source can be 
assigned as measures of information timeliness and information credibility. In the 
analysis stage, the metrics can then be used to analyse the root cause of an information 
quality problem. The information quality improvement stage follows the analysis 
stage. Information quality improvement involves identification of areas for 
improvement such as the need to reposition important information quality dimensions 




The literature discusses the significance of information technology as a key facilitator 
of information quality activities (Anand, Manz & Glick 1998; Bouthillier & Shearer 
2002; Lee & Whang 2000; Sundram et al. 2018a) because it saves time and reduces 
errors resulting from the use of information. Information technology facilitates 
effective use of acquired information and enhances information quality. Therefore, 
information quality capability is determined by the extent to which a firm is able to 
leverage its information technology (IT) infrastructure to provide users with 
information that is timely, accurate and reliable (Mithas, Ramasubbu & Sambamurthy 
2011). Problems may arise when information exchanges are not adequately supported 
by IT and are instead largely dependent on the precision of unautomated socialisation 
processes or human communication practices. This is because information quality 
management relies heavily on the use of IT (Mithas, Ramasubbu & Sambamurthy 
2011; Sundram et al. 2018a; Wilson 1989). The potential risks resulting from a lack of 
technological support can arise in any or all of the stages of information quality 
management. This makes it necessary for organisations to have controls in place to 
mitigate these problems. The literature review further highlights a gap in the literature 
because it does not adequately explain how the various information quality 
management stages affect dimensions of information quality. For example, while 
Eppler (2006) suggests mechanisms such as visualisation concepts, listing sources and 
summarising content among others when making information accessible, the author 
does not present these mechanisms in a clear sequence showing a step-by-step process 
for enabling access to relevant information. Therefore, it is uncertain whether these 
mechanisms should be carried out simultaneously or in progressive order. Wang 
(1998) cites the importance of business rules and conventions as an integral part of 
efficiently managing information quality. These are the subject of the next section. 
2.3.1 Control systems 
Information management and quality management are pillars of information quality 
management, which involves the development of behaviours and processes that enable 
the improvement of supply chain information quality. Such processes include sharing 
formal and informal rules, procedures, policies as well as learning experiences 
(Bouthillier & Shearer 2002). Organisational rules and procedures are embedded for 
routine activities to coordinate behaviours among interdependent functional units of 
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an organisation (March & Simon 1958). According to Galbraith (1974), behaviours 
for routine activities are prescribed in advance, to the degree to which the activities 
can be predicted. Given rules and routines, organisational members can simply comply 
with prescribed behaviour for particular situations. In supply chain networks, rules are 
implemented to determine the information that needs to be collected in relation to 
specified activities, to establish the manner of data collection and where to collect the 
information (Choo 2002). For example, order and channel business rules are needed 
to enable delivery of finished goods and communication across the supply chain order 
management, transportation management and distribution management functions 
(Huang, Sheoran & Keskar 2005). In this instance, an order rule may require each 
buying downstream supply chain member to issue each selling upstream member with 
a purchase order showing agreed amounts and prices for a product. Rules also facilitate 
the structuring of information to enable storage, and shape the practices that facilitate 
information retrieval and use (Choo 2002). The presence of rules therefore reduces the 
need for intercommunication between the functional and interdependent units 
(Galbraith 1974) of a supply chain. Ultimately, rules exist to enable supply chain goal 
attainment by influencing the behaviour of supply chain parties and processes through 
application of structures and constraints. 
In the absence of rules, operational uncertainty increases. As uncertainty increases 
supply chain members encounter inadequacy of rules. Unanticipated situations are 
then increasingly escalated upwards (to the top of the hierarchy), where a global view 
is taken for the collective functions of the supply chain. However, Galbraith (1974) 
further hypothesises that similar to the functional units themselves, hierarchies are 
limited in their abilities to process information and are subject to information overload. 
IPT suggests that overload can be offset by 1) reducing information processing needs 
2) building information processing capacity or 3) enacting both 1) and 2). Rather than 
prescribe specific actions for specific situations, senior management teams can set 
goals or targets and give organisational members freedom to choose an appropriate 
behaviour for the situation (Galbraith 1974), provided it leads to goal attainment 
(within budget, time and specification constraints). 
Rules also enable the assignment of (decision-making) rights among agents within 
supply chains to develop a control system that measures performance as well as reward 
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and punish behaviour (Jensen & Meckling 1995). Appraisals are illustrative of a 
control system that assesses the extent to which supply chain goals have been attained. 
The literature has identified three types of information appraisal models: periodic 
check, success and failure-based models. Periodic check models use periodic 
functional scorecards (e.g., the information systems performance framework) to 
measure and continuously monitor output dimensions of information systems and 
services that ultimately affect business process effectiveness as well as supply chain 
organisational performance (Chang & King 2005). Such models are also useful in 
directing decision making for IT investments. Success models, on the other hand, 
measure the effectiveness of information systems by evaluating the dependent 
variables of information system success. To this end, Delone and McLean (1992) 
designed an information system success model that condensed over 100 dependent 
variables from previous research into six classifications (system quality, information 
quality, use, user satisfaction, individual impact and organisational impact) and 
showed how these variables interact with each other. Lastly, failure-based models 
provide an alternative appraisal method that evaluates the possibilities of a design, 
system or process becoming defective (Chin et al. 2009). 
Delegation is another controlling mechanism that supply chains use. As uncertainty 
develops among the senior management in relation to the functioning of the 
organisation’s information systems, they are likely to delegate more authority to 
information systems managers (Hann & Weber 1996). The literature indicates that 
delegating decision-making authority in supply chains can result in better operational 
performance (Rowe, Zemanek & Seevers 2014). Delegating can also lead to higher 
agency costs. The agency problem arises when the goals of the principal vary from 
those of the agent to whom work is delegated (Eisenhardt 1989). The resulting increase 
in agency costs is driven, for example, by the need for more information planning to 
monitor and align the actions of the information systems manager with senior 
management’s goals. Increased uncertainty along with delegation (agency) fosters 
more coordination efforts through the specification of targets, outputs and goals 
(March & Simon 1958). This view is aligned with Galbraith’s analysis of an 
organisation’s information processing requirements. In the information processing 
model, Galbraith (1974) hypothesises that (functional) uncertainty enhances the 
decision-maker’s need for information and alters the distribution, scheduling and 
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prioritisation of resources. Although Galbraith has highlighted the importance of 
controlling mechanisms such as rules, Galbraith’s information processing model does 
not explain the process for effective control setting (e.g., rule construction) and 
procedures for formalising these, as articulated in other domains (Kushner 2005). This 
extends to the timing of rule design (i.e., should it occur during or before the initiation 
of a supply chain arrangement?) and procedures for updating current supply chain rules 
with new ones. The effect of supply chain procedures and policies on information 
quality in organisations is discussed in the next section. 
2.3.2 Procedures and policies 
Building on the work of Sabherwal and Chan (2001), Qrunfleh and Tarafdar (2014) 
developed two categories for information system procedures: 1) procedures for 
operational support of supply chain processes and 2) procedures for market flexibility 
and agile strategic decision making. The procedures for operational support are 
intended to control daily supply chain operations and enable operational effectiveness. 
Such procedures include workflow automation, electronic data interchange, 
transaction processing, recording transactions, granting easy access to operational 
information, enabling internal and external workflows, overseeing daily processes, 
standardising workflow activities and setting protocols to simplify information 
sharing. The procedures for market flexibility and agile strategic decision making are 
mainly intended to monitor market trends and enable quick reactions to changes in the 
market, by making necessary decisions such as adjusting delivery lead times or 
production schedules. Such procedures include provision of market information to 
enable agile strategic decision making and maintenance of strategic decision support 
systems to support the review of strategic choices relating to products and markets. 
Maintaining strategic support systems is important because they assist in the 
identification of suitable schedules, lead times and stocking levels in adapting to 
changes in demand. These procedures involve movements of significant amounts of 
information, which would be ineffective if the information were poor in quality. 
Therefore, quality control procedures are needed to systematically check, evaluate and 
maintain the quality of information (Balsa-Barreiro et al. 2015). 
Quality control procedures are methods used to ensure that information is 
appropriately collected, handled, processed and maintained (Balsa-Barreiro et al. 
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2015) throughout its movement in the supply chain. This extends to testing data for 
defects and errors (Piercey 2014) and building preventive mechanisms (quality 
assurance) into information systems to minimise defective outputs (Chapman 2005b). 
Data validation is an example of a quality control procedure applied to establish the 
accuracy, completeness and reasonableness of information (Balsa-Barreiro et al. 
2015). Data validation is achieved when anomalies are found in the data by flagging, 
noting then examining doubtful data (Kumar & Chadrasekaran 2011). Data cleaning, 
which follows data validation, is used to correct anomalies found during the data 
validation procedure by first identifying and classifying these errors and then 
determining when they occur and fixing them (Balsa-Barreiro et al. 2015; Chapman 
2005a). As such, data quality control procedures can facilitate information 
acceptability (Colley, Gorber & Tremblay 2010), reliability, accuracy, credibility and 
usefulness. 
Supply chains require standard policies to manage the volume of information that they 
process. This is because too much information availability can reduce processing 
efficiency (Eppler & Mengis 2004; Gao et al. 2012) and adversely affect decision 
effectiveness (Keller & Staelin 1987) and hence performance. This also implies that 
beyond a point, incremental units of information can make (additions of) information 
less useful to information consumers because of their limited information processing 
capacity (Gao et al. 2012). Galbraith (1974) indicated that exceptional nonroutine 
events are a source of information overload. These can be neutralised by reducing the 
volume of information that needs to be processed or enhancing an organisation’s 
capacity to process information. Galbraith identified two courses of action (or policies) 
to reduce the volume of information needed to be processed within an organisation: 
creating 1) slack resources and 2) self-contained tasks.  
According to Galbraith, creating slack resources involves ‘flexing’ planning targets, 
and reducing interdependencies as well as the number of issues to be considered within 
a given time frame. However, creating slack resources has the side effect of reducing 
performance standards such as creating delays for the end customer. Creating slack 
resources is thus likely to affect the time-based dimensions of information quality such 
as timeliness and currency. Creating self-containment, on the other hand, entails 
restructuring an organisation so that its focus moves from an input-based to an output-
 
21 
based arrangement of resources. This may include reorganising along product group 
lines from a functional organisational structure. As a result, schedule conflicts are 
reduced because labour is self-contained and not spread over many functions. 
Specialisation is also reduced because employees are likely to have task variety within 
their self-contained areas. Creation of self-containment is likely to affect information 
accessibility, information timeliness and information availability because of varied 
physical proximity and technological compatibility (Mukherji & Silberman 2018) 
between supply chain members. In other words, information can be expected to be 
more accessible between members in the same product group than between members 
belonging to different groups.  
Galbraith (1974) further hypothesised that an organisation can increase its information 
processing capacity by 1) investing in vertical information systems or 2) creating 
lateral relationships. Investment in vertical information systems occurs when an 
organisation performs undertakings such as investing in IT, reducing top 
management’s frequency of reacting to information, formalising language or moving 
decision making to lower levels in the hierarchy (where information is situated). 
Investing in technology is likely to affect information quality dimensions such as 
accuracy (Rassameethes, Kurokawa & LeBlanc 2000), timeliness (Cheng-Min & 
Chien-Yun 2006), reliability (Closs, Goldsby & Clinton 1997) and frequency 
(Gustavsson 2008), whereas formalising language can enhance information 
interpretability and formatting. Creating lateral relationships is comparable to 
investing in vertical information systems because it also involves relocating decision 
making to lower levels in the organisational hierarchy, without the need to reorganise 
the organisational structure. However, the two strategies (or policies) differ in that 
creating lateral relationships involves collaborative decision processes that straddle 
lines of authority and investing in vertical information systems does not. Collaborative 
decision making is likely to promote information sharing, availability and accessibility 
between the managers involved in the process as they strive to identify the set of 
available alternatives before deciding (Fisher, Chengalur-Smith & Ballou 2003), and 
achieve the benefits of information sharing. Information sharing (or availability) 
among supply chain members has the benefit of reducing costs to improve efficiency 
(Gavirneni 2002), reducing computational efforts and optimising supply chain 
objectives (Yoon & Nof 2010). 
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Galbraith (1974) presented different scenarios that result in high communication levels 
between departments and appropriate policies to address them. For example, in 
situations where two managers, representing two different departments, frequently 
engage in problem-solving communication, Galbraith (1974) recommended direct 
contact or the appointment of a liaison officer to avoid long communication channels 
or hierarchical escalations. Formation of a task force, which comprises representatives 
from each department, was additionally suggested as a coping mechanism for 
temporary but significant information exchanges between multiple departments. Both 
of these suggestions have the effect of increasing information frequency, availability 
and accessibility. Galbraith prescribed setting up a team (as a policy) in situations 
where particular decision processes are recurrent. Teams were described by Galbraith 
as permanent task forces. As members of these teams are regularly brought into contact 
with each other, information becomes more accessible between them. This view is 
supported by Zimmer, Henry and Butler (2007, p. 321) who cited interpersonal sources 
as more accessible than nonpersonal sources. 
Formation of an integrating role was also suggested as a suitable policy when there is 
need for a trusted and neutral person with expert power who uses persuasion and an 
informal approach to influence other members of an organisation. Previous research 
has indicated that individuals may select information based on the trustworthiness of 
the source as opposed to its expertise (O'Reilly 1982). Therefore, the appointment of 
a trusted person to occupy an integrating role can heighten perceived information 
credibility. Galbraith (1974) additionally suggested that a managerial linking role be 
created when task uncertainty is high and expert power is insufficient to coordinate 
communication between multiple departments. In this instance, the linking role 
officers are granted formal authority because group participants may not necessarily 
report to them. Given that linking role officers are faced with task uncertainty (or 
complexity), which requires more cognitive effort (Fehrenbacher 2016), timeliness of 
the information they produce may be affected. Jung et al. (2005) explored the effect of 
task complexity on problem-solving accuracy and time. However, the author was not 
able to clearly demonstrate its varied effect on these variables, which may affect the 
quality of information resulting from them. Therefore, it is difficult to determine the 
total effect that a linking role appointment would have on information quality. If the 
level of power assumed by a linking role officer is inadequate, the next level upwards 
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is formation of a matrix organisation. In the matrix structure, Galbraith contends that 
dual authority exists and power is distributed between the managerial linking officer 
and normal line organisation positions. The increased contact and communication, 
which result in a matrix structure, can lead to improved decision making (Makimattila, 
Saunila & Salminen 2014) and response times, influencing information timeliness. 
Improved response times in this arrangement would result from heightened 
coordinated activity across functional areas and wider participation in information 
sharing, which lead to more efficient use of the supply chains resources (Makimattila, 
Saunila & Salminen 2014). 
While Galbraith prescribed coping mechanisms for managing information in given 
situations, knowledge drawn from other disciplines (Naujoks et al. 2015) suggests that 
it is unlikely that every possible scenario has been anticipated. The literature further 
proposes that individuals have processing biases in their anticipation of situations 
(Dworkin & Goldfinger 1985). In addition, situations can be characterised by 
ambiguity and thus also the policies that are applicable to them (Burns & Dietz 1992). 
Therefore, more consideration needs to be given to managing supply chain information 
in unforeseen situations and the effect of these situations on information quality. The 
following section reviews theories applicable to the discussion that can assist in better 
understanding the management of information quality in supply chains. 
2.4 Theoretical frameworks for supply chain information quality 
2.4.1 Supply chain integration (SCI) 
SCI is necessary for effective SCM (Parwez 2015; Sundram et al. 2018b). SCI 
facilitates the achievement of SCM objectives by coordinating activity processes, 
sharing information and forming strategic alliances within a supply chain. This is 
typically reflected in planning, implementing and controlling the interaction of 
sometimes geographically spread out functions such as purchasing, procurement, 
invoicing and customer service (Wang et al. 2016). Such efforts provide a coordination 
mechanism for the efficient flow of information, materials and decision making 
between supply chain organisations. Supply chain organisations that are integrated in 
this way are better able to fulfil customer orders (Sagawa & Nagano 2015), achieve 
lower transactional costs and enhance operational performance. This philosophy is 
 
24 
consistent with Flynn, Huo and Zhao (2010), who define SCI as the extent to which 
manufacturers work in partnership by managing internal and external supply chain 
processes to achieve flows of products, services, information, decisions and money, 
and deliver best value for the end customer. It becomes apparent from this definition 
that the literature views SCI as having internal and external dimensions. Prior literature 
has tended to concentrate mainly on external integration (Devaraj, Krajewski & Wei 
2007; Frohlich & Westbrook 2001; Koufteros, Edwin Cheng & Lai 2007; Swink, 
Narasimhan & Wang 2007) and SCI’s effect on organisational performance (Ellinger, 
Keller & Hansen 2006; Flynn, Huo & Zhao 2010; Huo 2012; Narasimhan & Soo Wook 
2001; Richey Jr et al. 2010). At the centre of both internal and external integration is 
information quality because it precedes and facilitates the flow of goods, services and 
decisions.   
SCI results in the processing of large amounts and different types of information. 
Supply chain organisations are expected to quickly react to changes in customer 
requirements and environmental uncertainties while maintaining high levels of 
operational performance (Sagawa & Nagano 2015). Managers, therefore, have a 
growing need to enhance information quality for better planning, coordinating and 
decision making (Sagawa & Nagano 2015). The success of these processes is likely to 
depend on the quality of the shared information (Wiengarten et al. 2010). For example, 
information quality relating to a customer order affects planning for the fulfilment of 
that order (Gustavsson & Wänström 2009). Similarly, joint decision making and 
incentive alignment only improve significantly when information is high in quality 
(relevant, accurate, timely and useful) (Wiengarten et al. 2010). Hence, organisations 
that strive for improvements in information quality are likely to perform better, in 
terms of supply chain flexibility, than those which do not (Gosain, Malhotra & El Sawy 
2004). 
Process integration facilitates internal and external SCI across functions and member 
organisations. Gustavsson (2008) found an association between high levels of process 
integration and low information quality deficiencies. This implies that organisations 
which invest in process integration, both technical and organisational, also benefit 
from higher information quality. Technical integration was described by Gustavsson 
as involving the integration of organisational systems. Compatibility of these 
 
25 
organisational systems, through the use of electronic data interchange (EDI) or web 
portals, results in a reduction of time delays and increased reliability. Similarly, the 
choice of communication technology such as email, fax, phone or mail was identified 
as affecting the timeliness of information. Lack of communication standards 
manifested in unstructured telephone messages and emails (in comparison to 
systematised EDI) was shown to affect understandability of information. On the other 
hand, Gustavsson described organisational integration as communication between 
organisational members. Such communication extended to decision making and 
knowledge sharing. This communication was identified as causing validity issues that 
affected conciseness of information.  
Gustavsson’s findings are consistent with Myrelid and Jonsson (2019), who showed 
that interorganisational collaboration, information sharing and interorganisational 
process support affected pragmatic dimensions of information quality. Pragmatic 
information quality dimensions are an indication of the informational needs of 
organisational members as inferred by recipients of information (Gustavsson & 
Wänström 2009). Examples of such dimensions include relevance, accessibility, 
availability, credibility, usefulness and interpretability (Myrelid & Jonsson 2019). 
Inherent dimensions of information quality are related to stipulated planning 
restrictions, policies and procedures (Myrelid & Jonsson 2019); these are reflected in 
dimensions such as timeliness, reliability, completeness (Myrelid & Jonsson 2019), 
frequency and accuracy. Myrelid and Jonsson (2019) determined that composite 
information sharing and willingness to share explanations affected accessibility and 
understandability and that trust affected credibility, while sharing of explanations 
among organisational members reduced the need for skills and understanding between 
them. In addition, planning systems that were misaligned with planning processes 
affected information relevance because information could not be used as designed. 
Myrelid and Jonsson (2019) also found accessibility to be a function of IT usage and 
the degree to which information is routinised, formalised and automated.  
Information quality has a significant role to play in the context of use of information 
and computational systems as well as a fundamental effect on supply chain operational 
performance. A significant number of improvements in information quality resulting 
from SCI primarily derive from the use of IT because a large proportion of an 
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organisation’s information is transferred electronically using automated systems 
(Wiengarten et al. 2010). The information quality improvements generated through 
use of IT in the form of timeliness, accuracy and completeness are necessary to 
effectively respond to production issues such as demand fluctuations, faulty equipment 
and other operational changes (Sagawa & Nagano 2015). 
A limited number of studies have explored the association between information quality 
and integration in dyadic relationships in the manufacturing sector (Sagawa & Nagano 
2015). More research is needed in this area, including in-depth qualitative studies that 
provide strong empirical support regarding the relationship between information 
quality, SCI and supply chain performance (Sagawa & Nagano 2015). Confirmatory 
research is also required to test the suggested relationships between information 
quality dimensions, interorganisational collaboration and intra-organisational 
processes (Myrelid & Jonsson 2019). This includes testing the effect of contextual 
factors on these relationships. Similarly, Wang et al. (2016) recommend testing the 
effect of personal affection, communication and credibility on SCI. 
The next section discusses the contribution of IPT to the analysis of supply chain 
information quality.   
2.4.2 Information processing theory (IPT) 
The literature provides a thorough evaluation of the relationship between IPT and 
managing uncertainty in supply chains (Busse, Meinlschmidt & Foerstl 2017; Foerstl, 
Meinlschmidt & Busse 2018; Galbraith 1974; Srinivasan & Swink 2018). The 
literature has determined that the need to handle large volumes of information has a 
negative effect on a focal company’s ability to manage information in uncertain supply 
chains. This leads to an increased organisational burden to maintain the provision of 
complete, timely, accurate and appropriate information in supply chains. The burden 
is further assumed to be greater when supply chain activities are highly diversified. A 
number of solutions have been presented to this effect and are discussed in this section.  
Galbraith (1974) was one of the first to examine the relationship between uncertainty 
and information flows in supply chains. Using deductive reasoning, Galbraith (1974) 
inferred that information needs increased with the level of uncertainty during task 
performance. Uncertainty was hypothesised as reducing an organisation’s ability to 
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plan in advance of performing an activity. As a result, strategies were needed to 
increase pre-planning ability or to reduce the level of performance needed to sustain a 
firm’s operations. Galbraith suggested that the creation of lateral relationships (e.g., 
decentralising or moving decision making downwards), investment in vertical 
information systems (e.g., formalising language), creation of self-contained tasks (e.g., 
restructuring or re-allocation of resources) and creation of slack resources (e.g., 
extending completion dates) would reduce the information volume and its effects 
under these conditions. Categorically, creation of slack resources and self-contained 
tasks serve to reduce the need for processing information, whereas investment in 
vertical information systems and creation of lateral relations were hypothesised to 
increase an organisation’s ability to process information. Additionally, Galbraith 
(1974) suggested integrating mechanisms that can increase the information processing 
capacity of organisations. These were coordination by rules or programs, hierarchical 
escalations (managing by exception) and coordination by targets or goals. Rules 
determine inherent information quality levels because the latter are predefined by the 
planning process rather than by individuals (Gustavsson & Wänström 2009). For 
example, planning and control processes prescribe in advance the format within which 
information should be presented (Ling & Goddard 1989). Predefined information 
would not require further modification to content, format or structure. Another 
example is the reliability and timeliness of information brought about by online or 
frequent (programmed) batch communication (Gustavsson 2008). While Galbraith’s 
propositions suffer from a lack of empirical testing, they offer a model for 
understanding how to manage information requirements in organisations and how to 
facilitate information quality enhancements.  
Although the review of the literature so far has suggested that information processes 
can affect information quality, the causal relationship is not unidirectional. Other 
research has found that information quality affects the speed of information 
processing. High-quality information is faster to process than information that is 
unstructured or lacking in clarity (Gao et al. 2012). Similarly, Busse, Meinlschmidt 
and Foerstl (2017) identified uncertainty (or incomplete information) relating to 
products (e.g., novelty), suppliers and structural characteristics of the supply chain as 
affecting a firm’s information processing needs, whereas Foerstl, Meinlschmidt and 
Busse (2018) found that investment in information systems, creation of lateral relations 
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and process design mechanisms enabled management of sustainability related 
uncertainty and increased information processing capability. Srinivasan and Swink 
(2018) also found that information processing capabilities were enhanced when SCI 
was combined with high use of supply chain systems management, while Wagner, 
Grosse-Ruyken and Erhun (2018) found supplier evaluation, supplier selection and 
information systems integration a way of creating information processing capacities.  
Growing acceptance of IPT as a paradigm of information management has led to 
exploration for a better understanding of its mechanisms. IPT shows that releasing 
resources to manage information overload can create opportunities to focus the freed 
resources on the improvement of information quality. In addition, rules can be used to 
standardise information quality by predetermining required (minimum) levels of 
inherent information quality. These standards are manifested in the format, structure, 
content, frequency, timeliness and reliability of organisational information. However, 
the literature also indicates that the relationship between information processing and 
information quality is bidirectional (Busse, Meinlschmidt & Foerstl 2017; Foerstl, 
Meinlschmidt & Busse 2018; Galbraith 1974; Gao et al. 2012; Gustavsson 2008; 
Gustavsson & Wänström 2009; Ling & Goddard 1989; Srinivasan & Swink 2018). As 
much as information processing affects information quality, information quality also 
has an effect on an organisation’s information processing abilities. This presents a 
problem when using Galbraith’s unidirectional information processing model to 
understand supply chain information quality. Therefore, use of the information 
processing model in the discussion of information quality needs to be supplemented 
with other theories and views of the relationship between information processing 
capability and information quality. The next section discusses ANT as a supplemental 
paradigm for the coordination of activities to realise better information quality in 
supply chains. 
2.4.3 Actor-network theory (ANT) 
Supply chains can be viewed as networks with a number of actors engaging in varied 
activities. Fayez (2005) describes supply chains as organisations that bring together 
many complementary firms for the achievement of a common goal. The actor-network 
paradigm is suited to analysing information quality activities that involve supply chain 
member interactions because it involves the building of heterogeneous networks. 
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Heterogeneous networks involve the uniting of human and non-human, living and non-
living elements (Callon 1990; Law 1992), so that they can operate in harmony. Supply 
chain members include heterogeneous actors such as information resources, suppliers, 
buyers, decisions, objects and practices (Fayez 2005). Callon (1990) classifies these 
actors into four categories: literary inscriptions (text), technical artefacts (such as 
machines), human beings (including their abilities, expertise and knowledge) and 
money. These heterogeneous actors create and shape the networks as well as operate 
jointly for the achievement of mutually beneficial outcomes such as supply chain 
information quality improvements. ANT holds that the success of any undertaking 
depends on connecting these diverse heterogeneous elements so that they work 
together. 
In Latour (1984), the concepts of tokens and translation were identified as central to 
ANT. Tokens refer to the successful interactions among members or intermediary 
actors within a network, whereas translation describes the process of creating the 
network (or building connections) in which motion of the tokens is sustained by the 
intermediary actors who handle them and provide the energy needed to move them. 
Each actor contributes to the token motion in fulfilment of their own agendas. The 
concept of a moving token can be related to the movement of information in a supply 
chain.  The translation model of ANT introduces the four stages of problematisation, 
interessment, enrolment and mobilisation as well as the concept of an obligatory 
passage point (Callon 1984). All of these elements can be applied to conceptualise how 
information quality is generated. For example, problematisation, which involves 
describing members of a network and outlining their problems, can be used to identify 
affected supply chain members and their information quality needs. Obligatory 
passage point is a key element of this primary stage because it brings together all of 
the actors by way of a common point of interest, such as the shared need for timely, 
reliable and accurate information. Interessment, which involves creating stability 
among members and isolating relevant actors from those regarded as irrelevant to the 
central problem, can be used to focus attention on elements of information that do not 
meet the desired information quality standard and on associated rules, processes and 
information systems. Enrolment, in which interdependent roles are described and 
assigned to admitted network members, can be used to appoint eligible members to 
manage the identified aspects of information quality found to be lacking during 
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problematisation and interessment. Mobilisation, in which enrolled actors are agents 
who represent interests of the wider group, can be used to ensure that information 
quality needs of remote actors (who participate indirectly) are included in their 
agendas. The described stages need not occur in successive order but can occur 
simultaneously during development of the network. 
ANT concentrates on transformation processes and takes into account all of the 
constituent subsystems of an organisation or structure, including appropriate elements 
of its context that collectively shape it (Young, Borland & Coghill 2010). These 
include a number of actors such as workflow standards, policies, information systems, 
rules, procedures, suppliers and buyers. Joining these actors together are 
intermediaries that explain the connection between them. For example, in an upstream 
and downstream supplier relationship, the intermediaries are the expertise, 
information, products (materials) and money that both parties respectively bring to the 
arrangement. By identifying information movements and determining potential places 
of mediation (Lihosit 2014), ANT can enable conceptualisation of opportunities for 
improving supply chain information quality. For example, when supply chain 
information is exchanged, channel members and information systems act as mediators. 
This involves translating different information sources and tailoring meaning for 
different users (Allen 2016). Braverman (2008) hypothesised that non-humans can 
exert control over humans; in the context of supply chain information quality, this 
means that information systems can control the format, structure or content of 
information that individuals generate. Therefore, the success of an actor-network 
objective, such as improving information quality, results from the interaction of texts, 
tools, gadgets, buildings and agents (Law 1992). The actor-network conducts these 
various processes by which translation is achieved through social arrangements, 
structuring and overcoming resistance (Law 1992). The translation process enables 
network building, in which actors are recruited to support a cause (Lihosit 2014). The 
union and structuring of these diverse actors results in punctualisation, a process which 
brings them together to produce desirable network outcomes (Law 1992) such as 
enhanced information quality. 
The review of the literature indicates that ANT is a model of agency, information and 
mechanisms (Law 1992). Few articles in the literature have directly linked information 
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quality and ANT. This may be explained by its perceived limitation as a constructivist 
model. For example, while ANT is good for explaining how different elements work 
together, it has been critiqued for its inability to validate if such unions hold true or 
not (Muniesa 2015). This position is supported by the literature (Callon 1984, 1990; 
Latour 1984; Law 1992; Michel & John 1997), which lacks empirical support. Instead, 
some articles (Braverman 2008; Lihosit 2014; Rafea 1999; Young, Borland & Coghill 
2010) use ANT for analysing phenomena.  
The next section discusses the effect of culture on information quality. 
2.5 Significance of cultural effects on information quality and supply 
chains 
2.5.1 Definition of culture 
The definition of culture is widely debated in the literature. This disagreement is 
manifested in the multiple meanings assigned to the term over time. For example, 
Kroeber and Kluckhohn (1952) describe culture as open and hidden behavioural 
patterns that are learned and communicated through symbols derived from the unique 
accomplishments of a group of people, artefacts and historically developed values. 
Williams (1976) defines culture as a particular way of life, whereas Tylor (1871, p. 1) 
defines culture as ‘the complex whole which includes knowledge, belief, art, morals, 
law, custom and any other capabilities and habit acquired by man as a member of 
society’. In this review, the adopted definition of culture is aligned with Kroeber and 
Kluckhohn (1952), who suggest the existence of shared values and norms that jointly 
result in a particular way of life. According to Williams (2008, p. 109), values are 
philosophical thoughts about what is desirable and norms are social rules that stipulate 
how individuals should act in specific situations. Both values and norms are 
cornerstones of a culture. Culture can be analysed at an individual, ethnic, 
organisational or national level.  
Most of the literature on culture in supply chains focuses on organisational culture. For 
example, Cao et al. (2015) and Yunus and Tadisina (2016) explored the effect of 
organisational culture on SCI. Zhang and Cao (2018) and Kumar et al. (2016) 
investigated the effect of organisational (collaborative) culture on supply chain 
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collaboration. Other literature has examined the effect of organisational culture on 
supply chain resilience (Mandal 2017), reducing carbon footprint (Ambekar, Prakash 
& Patyal 2019), IT competence and supply chain agility (Malekifar et al. 2014), and 
the effect of national culture on SCI (Wong, Sancha & Thomsen 2017) and supply 
chain risk (Kraude et al. 2018). Some articles have examined the combined effects of 
organisational and national culture on supply chain performance (Cadden, Marshall & 
Cao 2013; Durach & Wiengarten 2017); however, more research is needed to validate 
relationships identified in these studies. Specifically, Zhang and Cao (2018), who 
found that collaborative culture improved supply chain collaboration directly and 
indirectly through its enablement of interorganisational system use, suggest these 
findings be tested at subconstruct levels. Wong, Sancha and Thomsen (2017) 
recommend examining this relationship from a holistic supply chain perspective 
instead of the national culture relating to one part of the supply chain. This includes 
analysing the effect of national culture on SCI at supplier, manufacturer and retailer 
levels to better appreciate how they work together.   
2.5.2 National culture and information quality 
National culture is an indicator of cultural differences and similarities between 
countries (Agourram & Ingham 2007). The literature conceptualises national culture 
using different perspectives. Some articles describe culture in terms of the extent to 
which societal culture affects the values of its inhabitants and how those values 
influence individual behaviour within a nation (Hofstede 1980). Others define culture 
in terms of shared cultural similarities between a group of countries, which shape the 
mindsets of the inhabitants of those countries (House 2004). These similarities extend 
to societal distribution of power, the degree to which individuals are rewarded for 
fairness and honesty as well as the degree to which organisations’ objectives promote 
equality between men and women, assertiveness and collectivism (Dima-Laza 2017; 
Javidan & Dastmalchian 2009). In contrast, the analysis of culture by Hall (1976) 
focuses on the manner in which meaning is derived from information and the customs 
by which individuals belonging to a cultural group communicate (Florenthal & Osland 
2009; Kittler, Rygl & Mackinnon 2011). This differs from Balsmeier and Heck (1994), 
who differentiate cultures by willingness to share knowledge of norms with outsiders 
and the extent to which nations consider their cultures to be superior to others. On 
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balance, national culture can be viewed as a set of interrelated values, symbols and 
practices, which are acquired and transmitted by individuals and whose meanings 
direct the actions of members of an organisation (Riege 2005).  
National culture can have a significant effect on information quality in supply chains. 
Information quality measures information flow efficiency and the characteristics of 
shared information. Therefore, any cultural effect on information flow affects aspects 
of information quality such as timeliness, availability, accessibility, usefulness, 
completeness and currency. For example, open cultures have been associated with 
greater levels of information flow than cultures that are distrustful and secretive 
(Bundred 2006). Riege (2005) found that the effect of national culture (language 
differences) on information flow is significant between organisations from different 
countries and insignificant between organisations cooperating within the same 
country. However, Riege’s review of the literature was limited to organisations doing 
business across national borders and does not emphasise cultural differences within 
the same supply chain. Ford and Chan (2003) supported the findings of Riege (2005) 
within the same organisation, and identified sociability as a determinant of information 
availability. This is because sociability, defined as the extent to which organisational 
members are genuinely friendly, was perceived as encouraging greater cooperation.  
In collectivist cultures, individuals are only willing to share information within their 
teams rather than outside the departments they represent (Husted & Michailova 2002). 
This is explained by their focus on achieving departmental goals as opposed to those 
of the whole organisation and fear of losing power (value). In addition, Husted and 
Michailova (2002) found that information quality was affected by a lack of openness 
to feedback and discussion about improvement under these conditions. They further 
identified an unwillingness to acquire information from foreigners due to not trusting 
its credibility and applicability in the local context. This was in addition to suspicion 
of outsiders, the prestige of using self-created knowledge and an inability to evaluate 
new information presented by foreigners. Such a mindset represents a self-imposed 
restriction on accessing external information. Möller and Svahn (2004) found that, in 
collectivist cultures, information is mainly exchanged between in-group members, 
whereas, in individualistic cultures, people communicate more freely with others 
situated inside or outside an organisation. Therefore, individualism can be regarded as 
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a determinant of cooperation levels. Husted and Michailova (2002) also identified 
hierarchical status as hindering the bottom-up and top-down accessibility of 
information. Physical proximity was suggested to be a decisive factor in building trust 
during the initial phase of sharing information. These findings were supported by 
Bencsik et al. (2018), who found that national culture affects the information-sharing 
climate of an environment and that power distance affects trust. Trust and cooperation 
were cited as having a favourable effect on willingness to share information and thus 
information accessibility, usefulness, frequency and completeness. 
Möller and Svahn (2004) identified four cultural patterns (individualistic, collectivist, 
vertical and horizontal) that affect the type of information that individuals prefer to 
receive and process. Collectivists are regarded as sensitive to tacit information, which 
includes history, norms and embedded knowledge, while individualists are considered 
more focused on rationality and acquiring information for the explanation of events. 
Möller and Svahn (2004) contrast this with people from vertical cultures, who consider 
themselves to have a different social standing from others, and horizontal cultures, in 
which people uphold equality. They suggest that access to information is greater along 
hierarchical lines in vertical cultures and that there is less resistance to information 
sharing across hierarchies and organisations in horizontal cultures. Möller and Svahn 
(2004) hypothesise that information exchanges are easiest in strategic business 
networks that are stable and hierarchical because information is codifiable and explicit. 
Information exchanges are most restricted when individualistic actors are operating in 
networks characterised by hierarchical governance. The Möller and Svahn (2004) 
model of strategic networks is, however, reductionist (oversimplified) because it 
assumes that information exchanges are affected by two variables: business networks 
and cultures. Other factors, such as cultural sensitivity and tolerance of ambiguity, are 
also likely to influence information exchanges.   
The literature in this section has identified dimensions of information quality in the 
context of its characteristics in different national cultures, including accessibility, 
availability and completeness (Bundred 2006; Ford & Chan 2003), applicability, 
evaluability and credibility (Husted & Michailova 2002), codifiability and ambiguity 
(Möller & Svahn 2004). These characterisations contrast with the definition of 
information quality adopted in this project, which is the dependability, attainability, 
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timeliness and relevance of meaningful, concrete and subjective data transferred 
between two or more agents within a supply chain. In this project, information quality 
refers to dimensions such as timeliness, accuracy and reliability (Mithas, Ramasubbu 
& Sambamurthy 2011), accessibility, availability, interpretability, usefulness and 
completeness (Myrelid & Jonsson 2019), relevance (Wiengarten et al. 2010), content 
(Ling & Goddard 1989), frequency and currency (Neumann & Segev 1979) and 
acceptability (Badenhorst, Maurer & Brevis-Landsberg 2013). These have primarily 
been selected based on their significance and strong connectivity with the broader 
literature relating to information quality activities. The effects of national culture on 
characteristics of information quality, discussed above, are summarised in Table 3. 
Table 3: Effect of national culture on information quality dimensions 
Dimensions of national culture Affected information quality 
dimensions 
Source 




(Bencsik et al. 2018; Husted & 
Michailova 2002; Möller & 
Svahn 2004) 
Extent of rewarding for 
fairness and honesty  
Content, Accuracy (Dima-Laza 2017; House 2004; 
Javidan & Dastmalchian 2009) 
Assertiveness Content, Accuracy, 
Timeliness 
(Dima-Laza 2017; House 2004; 
Javidan & Dastmalchian 2009) 




(Dima-Laza 2017; House 2004; 
Husted & Michailova 2002; 
Javidan & Dastmalchian 2009; 
Möller & Svahn 2004) 
Derivation of meaning / 
customs of communicating 
Interpretability (Florenthal & Osland 2009; 
Hall 1976; Kittler, Rygl & 
Mackinnon 2011) 





(Balsmeier & Heck 1994; 
Bencsik et al. 2018; Bundred 
2006; Husted & Michailova 
2002; Möller & Svahn 2004) 
Perceived cultural superiority  None (Balsmeier & Heck 1994) 
 
In addition to the general dimensions of culture, it is appropriate to consider some of 
the specific dimensions of culture that create the difference in business practices 
between South African and non–South African companies in the RSA affecting 
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information quality in this study. The Black South African culture of Ubuntu is 
discussed in the next section. 
2.5.3 The effect of Ubuntu culture on information quality 
Applying characterisations of national culture identified in Section 2.5.2, dimensions 
of Ubuntu culture are considered that are expected to have a significant effect on 
information quality. These dimensions include Ubuntu elocution, relationship 
building, inclusivity and consensual decision making, fear of losing power and trust, 
reverence for senior members and time management. Ubuntu elocution refers to the 
highly regarded art of verbal expression needed for the successful transmission of 
interpretable messages. Relationship building refers to sociability and the desire to be 
open with others. Inclusivity and consensual decision making refer to the collectivist 
and participatory orientation of the culture in making decisions. Fear of losing power 
and trust refer to the actions of members, such as knowledge sharing, that are designed 
to maintain power over others. Reverence for senior members refers to the power 
distance or hierarchical difference between elderly and younger members of a group. 
Time management refers to the manner in which members perceive and use time in 
Ubuntu culture.   
Ubuntu culture cannot be easily described in the English language (Regine 2009), nor 
is there universal agreement about what it actually is (West 2014). According to Lutz 
(2009), Ubuntu can represent almost anything that one chooses it to mean. 
‘Humaneness’, ‘a caring spirit’, ‘community’ and ‘coherence’ are some examples of 
connotations given to Ubuntu (Hanks 2008; Karsten & Illa 2005; Letseka 2012; 
Mangaliso 2001). Ubuntu is an attribute of ‘Bantu’ relationships, whereas the term 
‘Bantu’ refers to people (Muwanga-Zake 2009). It is rooted in history and 
encompasses present and future commitments to social beings (Wanasika et al. 2011). 
Eliastam (2015) cites Desmond Tutu’s interpretation of Ubuntu as meaning:  
A person is a person through other people. It is not “I think therefore I am”. It says 
rather: “I am human because I belong”. I participate, I share. The concept highlights 
the interconnectedness of human society, with the implication that people should 
treat others as part of the extended human family. (Eliastam 2015, p.2) 
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The literature has attempted to bring theoretical precision to the meaning. Most 
notably, Gade (2012) was able to group the varied definitions into two clusters: 1) the 
moral qualities of an individual and 2) a phenomenon of African humanism through 
which people are united. Similarly, Weir, Mangaliso and Mangaliso (2010) structured 
the concept of Ubuntu into five components: (1) reciprocity and solidarity, (2) 
customs, (3) dialogue and oratory, (4) religiosity and spiritualism and (5) ceremonies. 
The GLOBE cultural model views Ubuntu as characterised by humane orientation, in-
group collectivism, male dominance, cultural patrimony, a high power distance 
between managers and employees, high assertiveness, concentration of power among 
elderly male leaders and a low gender egalitarianism score (Wanasika et al. 2011). As 
deduced from the literature, Ubuntu cultural characteristics can be expected to have a 
significant effect on information quality: these are analysed in the next subsections. 
2.5.3.1 Ubuntu elocution 
Language differences and fluency affect the interpretation of messages. Ubuntu is high 
in context (Tomaselli 2016) and characterised by unique communicative codes. One 
example of this is the preference for face-to-face communication over other media and 
its symbolism of respect (Mangaliso 2001; Weir, Mangaliso & Mangaliso 2010). 
Respect is a precondition for belonging in Ubuntu culture (English 2002). Further, 
Ubuntu culture is characterised by wordplays and contextual nuances (Weir, 
Mangaliso & Mangaliso 2010). These virtues are an indication of wisdom and are 
customarily associated with seniority (Chasi 2014). To communicate efficiently in this 
setting requires a delicate understanding of linguacultural similarities and differences 
(House 2015; Tomaselli 2016). The difference between Ubuntu and Eurocentric 
cultural characteristics are therefore expected to affect the information quality 
dimensions of interpretability and content. It can be further hypothesised that 
misinterpretations can lead to the sharing of information that is irrelevant and not 
useful for the purpose.  
2.5.3.2 Relationship building 
In Ubuntu culture, great value is placed on relationship building. Shrivastava et al. 
(2014) highlight the tendency in Ubuntu culture to focus on people rather than tasks. 
This is consistent with the humaneness orientation identified in the GLOBE study of 
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Black South Africa. In contrast, Western cultures are short term in their orientation 
(Jia, Rutherford & Lamming 2016; Styles & Ambler 2003), which may indicate a 
lower effort to sustain enduring relationships. Western models of relationship building 
demonstrate sequential stages from initial contact to commitment and closure (Dwyer, 
Schurr & Oh 1987; Jia & Rutherford 2010). Dwyer, Schurr and Oh (1987) further 
highlight interchanges of struggle and collaboration in the Western relation-building 
process. The willingness to develop a rapport in Ubuntu culture suggests a high degree 
of openness, which can be expected to have a positive effect on information quality. 
Specifically, such openness may translate into a ‘willingness to share’ and is likely to 
enhance availability, accessibility, frequency and the content of shared information. 
Rapport building is expected to increase understanding between communicating 
members, information credibility and information interpretability.  
2.5.3.3 Inclusivity and consensual decision making 
Black South Africa belongs to a group of Sub-Saharan countries that had a score of 
5.31 (Wanasika et al. 2011) on the GLOBE dimension of in-group collectivism. This 
supports the view that Ubuntu culture is cohesive and highly participatory (English 
2002). Dialogue is generally favoured when engaging others and before reaching 
consensus (Weir, Mangaliso & Mangaliso 2010). Attention is customarily directed to 
the group rather than to the individual (English 2002). Ubuntu decision making is often 
drawn out because of the tradition of including others in the process (Mangaliso 2001). 
As a result, issues are viewed through many eyes and decisions are delayed. The need 
to consult other group members before communicating outwards therefore affects 
information timeliness, credibility and completeness of information because of the 
high participation of members. In-group collectivism in Ubuntu culture also means 
that loyalty is given to in-group members over outside members (Wanasika et al. 
2011). This is likely to restrict the timeliness, availability and accessibility of 
information to members outside the group. The prioritisation of in-group loyalty above 
performance orientation (Wanasika et al. 2011) could also have unfavourable 
implications for the reliability and timeliness of information shared outside the group. 
However, the strong sense of community and coherence that underlies Ubuntu culture 
can be expected to promote a favourable information-sharing climate. In Ubuntu 
culture, harmony and understanding are prized above precision and adeptness 
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(Mangaliso 2001); therefore, the attainment of high information accuracy may suffer 
as a result of such a trade-off.  
2.5.3.4 Fear of losing power and trust 
The GLOBE study identified a desire among seniors to protect their positional power 
(Wanasika et al. 2011). These self-protective behaviours of senior members in Ubuntu 
culture may suggest their insecurity, lack of trust and unwillingness to share 
knowledge with younger members. Information quality is affected because content, 
availability, accessibility and completeness of information is restricted between senior 
and junior members within the cultural group. Information availability and 
accessibility may be restricted by senior members to preserve knowledge among 
themselves. By extension, content and completeness of information are affected due 
to them potentially withholding elements. Information content may further be affected 
by senior members’ decision to use assertiveness to reinforce their position of 
leadership. 
2.5.3.5 Reverence for senior members 
Deference is given to senior members because they are generally regarded as 
possessing a mastery of productively interacting with others (Chasi 2014). Senior 
members are turned to for their wisdom on important matters (Mangaliso 2001; Weir, 
Mangaliso & Mangaliso 2010). As a result, the content of information is likely to be 
affected because the manner in which one communicates with a respected person 
differs from the mode of communication with peers or individuals of a lower standing. 
Additionally, information that flows from senior members to junior members is highly 
acceptable; therefore, the dimension of information acceptability can be expected to 
be affected by varying levels of respect. Reverence for senior members is expected to 
be accompanied by credible communication. Hence, information credibility is likely 
to be affected within Ubuntu culture.   
2.5.3.6 Time management 
People from the Ubuntu culture use their time unsparingly when communicating. 
According to Mangaliso (2001), such people prefer pausing between their spoken 
words to allow for quiet moments, which they appreciate. Inclusivity and the 
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polyocular approach to making pronouncements in Ubuntu culture contributes to the 
generous use of time. Time is therefore not an element prudently spent, as is the case 
in Western culture (Mangaliso 2001). This time management feature of Ubuntu culture 
is expected to have an unfavourable effect on timeliness, reliability and currency of 
information. 
In this section, the characteristics of Ubuntu culture were discussed, together with their 
expected effect on information quality. The main characteristics include Ubuntu 
elocution, relationship building, inclusivity, consensual decision making, fear of losing 
power and trust, reverence for senior members and time management. The most 
significant of these characteristics are inclusivity, consensual decision making, 
relationship building, fear of losing power and trust and Ubuntu elocution because they 
affect the highest number of information quality dimensions, as presented in Table 4. 
The importance of Ubuntu elocution and relationship building should be emphasised 
because they are the only characteristics hypothetically affecting interpretability. It is 
apparent from Table 4 that the hypothesised effect of Ubuntu culture on accuracy, 
relevance, usefulness, frequency, acceptability and currency is not significant. This 
may indicate that dimensions, such as frequency and accuracy, are less likely to affect 
operational performance because of differences between Ubuntu and Western business 
practices. The next section reviews the literature on the association between 
information quality and supply chain performance.  
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2.6 Relationship between information quality in the supply chain 
and organisational performance 
Although outside the scope of the study, it is valuable to connect the effect of the 
differences in business practices on information quality with the supply chain and 
organisational performance literature. The ability to react quickly to customer demand 
has long been identified as a critical driver of organisational success (Mason-Jones & 
Towill 1997), because customer loyalty can depend heavily on the availability of 
supply chain products. Accompanying the flow of products is information. Therefore, 
supply chains capitalise on customer demand by ensuring that high-quality 
information is transmitted along the supply chain with minimal misrepresentations. 
Supply chain information quality affects a number of areas relating to operational 
performance, such as costs, supply quality, supplier reliability and relationships. The 
literature is in agreement that operational performance is a multidimensional construct 
but lacks consistency in the description of its dimensions. Chavez et al. (2015) and Jie, 
Parton and Mustafid (2016) cite supply quality, delivery, flexibility and cost as 
performance dimensions. Forslund and Jonsson (2007) mention corrective actions, 
preventive actions and customer service, while Sagawa and Nagano (2015) state cost, 
quality, speed, dependability and flexibility as dimensions of performance. The 
literature describes the effect of information quality on performance within these 
contexts. 
Most of the literature tends to focus on the effects of information quality as an enabler 
of supply chain coordination (e.g., lead time and inventory management), product 
innovation and responsiveness to demand fluctuations. Su et al. (2018), for example, 
highlight facilitated innovation, market research, information symmetry, product 
quality improvements and strategy enablement as principal effects of information 
quality on performance. Chavez et al. (2015) discusses the mediating effect of 
information quality on the relationship between costs and customer integration as well 
as the effect of information quality on customer integration and supply quality, and 
found that customer integration made supply chain members less likely to withhold 
critical information from other supply chain parties. This increased information 
sharing and facilitated cost effective processing of relevant (rather than irrelevant) 
information. Thus, information quality was identified as fully mediating the 
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relationship between cost and customer integration. In addition, Chavez et al. (2015) 
found that information quality needed to be combined with customer integration to 
achieve performance improvements relating to quality, flexibility and delivery. 
Information quality was, therefore, found to partially mediate the relationship between 
supply quality and customer integration. Another important area in the literature is the 
effect of information asymmetry, which results from unavailability of information 
downstream and leads to disparity between inventory and customer demand upstream 
(the bullwhip effect) (Fiala 2005). Ergen and Akinci (2008) argue that ‘more than 
50%’ of problems observed in supply chains are associated with information 
unavailability or poor information timeliness. Table 5 shows a summary of the varied 
effects of information quality on performance by functional area.  




Effect on business 
performance 





Wastage reduction Timely information enables 
the matching of demand and 
supply schedules thus 
leading to lower material 
wastage 
(Bhagat & Dhar 2011; 




accuracy and availability 
downstream reduces 
information asymmetry and 
variance between inventory 
and demand. Increases 
efficiency of resource use, 
improves planning and 
production scheduling 
(Fiala 2005; Mukaddes 
et al. 2010; Omar et al. 
2010; Su et al. 2018) 
Lead time reduction Collaborative forecasting 
increases information 
accessibility, accuracy and 
availability; market 
intelligence may force 
productivity improvements 




(Patnayakuni, Rai & 
Seth 2006; Salam 2014) 
Batch size efficiency (Fiala 2005; Homburg, 
Müller & Klarmann 
2011) 
Better decision making Timeliness, accessibility and 
accuracy affect decision 
making 
(Jie, Parton & Mustafid 
2016; Omar et al. 2010; 






Effect on business 
performance 
Reasons for impact on 
performance 
Applicable research 
Agility and faster 
information processing 
Transmission of early 
warning signals upstream 
allows channel members to 
take remedial action to offset 
the impact of the disruptions 
(Li et al. 2006; 
Mukaddes et al. 2010; 
Patnayakuni, Rai & 
Seth 2006) 
Better coordination and 
responsiveness 
Collaborative forecasting 
enables accuracy and results 
in better responses to 
changes in market conditions 
and addressing of customer 
needs 
(Gosain, Malhotra & El 
Sawy 2004; Jie, Parton 
& Mustafid 2016; Omar 
et al. 2010; Salam 2014; 
Sum et al. 1995) 
Improved product 
quality 
Information timeliness and 
frequency positively affect 
supply quality 
(Bisbe & Otley 2004; 
Carr & Kaynak 2007; 







improves customer service 
by way of shorter lead times 
and delivering on promises 
(Patnayakuni, Rai & 




Improved turnover Information quality enables 
better knowledge of existing 
customers, attraction of new 
customers and higher 
revenue generation 
(Bisbe & Otley 2004; 
Patnayakuni, Rai & 
Seth 2006; Su et al. 
2018) 
Strategy Faster introduction of 
products to market 
Sharing complete, relevant 
and useful information 
supports high levels of 
coordination 
(Li & Lin 2006) 
Innovation and new 
product development 
Good information provides 
motivation for 
experimentation and the 
development of new ideas 
(Kim 2014; Monczka & 
Morgan 1997; Su et al. 
2018; Tödtling, Lehner 
& Kaufmann 2009; 
Yang, Wang & Cheng 
2009) 
Facilitation of new 
knowledge 
 
Complete, relevant and 
useful information enables 
market research 
(Liu & Kumar 2011; Su 
et al. 2018) 
Facilitation of a higher 
market share 
Relevant information 
relating to markets and 
products enables 
enhancement of a firm’s 
competitive position 
(Davila 2000; Miller 
2005) 
Finance Enablement of a fairer 
allocation of system 
profits 
Sharing accurate information 
results in better transparency 
and the removal of non-
value-adding middlemen 





Effect on business 
performance 





Useful and accurate 
information removes the 
need for buffer stocks to 
provide for uncertainties, 
thus reducing the outlay on 
stock, the cost of storage, 
potential write-offs and error 
corrections  
(Chavez et al. 2015; 
Omar et al. 2010; 
Patnayakuni, Rai & 
Seth 2006; Rossin 






capability and delivery 
reliability 
Information quality 
promotes the operational and 
strategic coordination 
needed for responding to 
customers, thus enabling 
effective resource 
management to better serve 
customers 
(Homburg, Müller & 
Klarmann 2011; Setia, 
Venkatesh & Joglekar 
2013) 
 
The majority of the outlined effects of information quality on performance are 
primarily the outcome of coordinated activity within the supply chain. For example, 
waste reduction occurs when information is effectively made available to upstream 
and downstream supply chain members with the objective of matching demand and 
supply schedules. This practice is consistent with SCI theory, which discusses the 
importance of collaborative supply chain activities (planning, implementing, 
controlling and cooperation) between the functions. According to SCI theory, these 
joint actions should result in lower transactional costs and improved operational 
performance. Similarly, ANT, which focuses on harmonising the activities of 
heterogeneous actors, also suggests that the joint execution of actions results in 
mutually beneficial outcomes, such as delivery reliability, for the supply chain. 
Information quality has been cited as influencing better planning and production 
scheduling, leading to improved inventory management. This matches the concept of 
pre-planning, which is a key feature of IPT. Pre-planning was hypothesised as an 
enabling tool for effectively addressing the occurrence of nonroutine events or 
exceptions. In this context, an exception can be presented as a sudden overflow of 
information to address stock shortages that may have resulted from poor information 
availability between upstream and downstream supply chain parties. Pre-planning may 
relate to the production of buffer stock (creation of slack resources) to safeguard 
against the unforeseen stock shortages.  
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This section has shown how supply chain information quality affects organisational 
performance. The effects of information quality can be analysed in terms of the 
multiple dimensions of operational performance or by functional area. Key metrics for 
information quality are discussed in the following section. 
2.7 Metrics for information quality in supply chain measurement 
This section summarises the metrics of information quality identified in previous 
sections of this chapter (see Table 6). The supply chain integration, actor-network and 
information processing theoretical frameworks provide complementary analytical 
tools for examining information quality in supply chains. The frameworks are 
connected and can be adapted to determine how supply chain information quality is 
achieved. The literature has shown that SCM and SCI are driven by the need to 
optimise value for supply chain customers (Richey Jr et al. 2010). This objective leads 
to coordinated planning, implementing and controlling processes that support 
information quality activities to promote the efficient flow of information. ANT helps 
to explain how these elements (actors) work together to successfully achieve the 
objective. However, uncertainty (which can accompany SCI) creates the need for more 
information (Galbraith 1974) and high-quality information (Sagawa & Nagano 2015). 
Given limitations in the capacity of organisations to process information, uncertainty 
can result in information overload (Galbraith 1974). IPT offers mechanisms to manage 
the problem, such as creating lateral relationships and investing in vertical information 
systems to increase information processing capacity (Galbraith 1974). Additionally, 
creation of self-contained tasks and creation of slack resources reduce information 
processing needs. IPT provides rules, hierarchical referrals and goal setting, which can 
increase information processing capacity building. IT can be used to increase 
information processing by providing formalisation, routinisation and automation of 
information or restructuring and reallocating resources. 
SCI theory suggests that information quality is increased by technical and 
organisational integration of resources (Gustavsson 2008). Technical integration 
increases the compatibility of organisational systems, whereas organisational 
integration increases information sharing and joint decision making among supply 
chain members. Both of these lead to enhanced pragmatic and inherent information 
quality enabled by inferential guidance from the recipients of information (Myrelid & 
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Jonsson 2019) or planning, procedures and policies (Gustavsson & Wänström 2009). 
The literature indicates that use of IT reinforces the benefits of process integration 
through routinisation, formalisation and automation of information quality activities 
such as data validation, integration and activation.  
Actor-networks can define information quality through the undertakings of actors as 
they create networks and follow their objectives (Latour 1984). Actors and their 
objectives are mediated by their interests. Network builders are tasked with activating 
actors by transmitting a token through time and space. Activation is enabled by 
appealing to the interests of actors (Callon 1990) and overcoming resistance (Law 
1992). ANT brings heterogeneous information quality activities together by way of 
four stages: problematisation, interessment, enrolment and mobilisation (Callon 1984). 
These concepts provide insight into how information quality is generated by evaluating 
the activities of different supply chain actors and probing underlying reasons. Unlike 
standard theories of supply chain information quality, ANT considers both living and 
non-living actors. Non-living actors refer to objects such as artefacts, texts and money 
(Callon 1990). Information systems, processes, rules and standard workflow activities 
are non-living actors. Given the nature of the actors participating in supply chain 
information quality activities, the latter can be regarded as a heterogeneous network 
(as opposed to a social network). By extension, if information quality activities 
represent an actor-network, then ANT can be used to diagnose the generation of 
information quality within supply chains. 
Table 6 shows the variables identified in the information quality literature. Fourteen 
information quality dimensions are listed along with the source articles. In the next 
section, these dimensions are combined with elements of Ubuntu culture to derive a 
hypothetical framework for explaining the generation of information quality in supply 
chains. 
Table 6: Dimensions of information quality 




Accuracy 15 (Arazy & Kopak 2011; Badenhorst, Maurer & Brevis-
Landsberg 2013; Bailey & Pearson 1983; Cardoso, Leite & 
de Aquino 2016; Chavez et al. 2015; Chen et al. 2011; Ge 
& Helfert 2013; Kahn, Strong & Wang 2002; Li & Lin 
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2006; Mithas, Ramasubbu & Sambamurthy 2011; 
Neumann & Segev 1979; Valdes et al. 2016; Vijayasarathy 
& Robey 1997; You, Kim & Lim 2016; Zhou & Benton 
2007) 
Completeness 13 (Ahituv, Igbaria & Sella 1998; Arazy & Kopak 2011; 
Badenhorst, Maurer & Brevis-Landsberg 2013; Bailey & 
Pearson 1983; Chavez et al. 2015; Chen et al. 2011; Ge & 
Helfert 2013; Kahn, Strong & Wang 2002; Li & Lin 2006; 
Myrelid & Jonsson 2019; Vijayasarathy & Robey 1997; 
You, Kim & Lim 2016; Zhou & Benton 2007) 
Reliability 13 (Badenhorst, Maurer & Brevis-Landsberg 2013; Bailey & 
Pearson 1983; Chavez et al. 2015; Chen et al. 2011; Ge & 
Helfert 2013; Kahn, Strong & Wang 2002; Küçükdurmaz et 
al. 2015; Li & Lin 2006; Mithas, Ramasubbu & 
Sambamurthy 2011; Ou, Zhao & Zhou 2018; Stoel, Ballou 
& Heitger 2017; Vedder 2005; You, Kim & Lim 2016) 
Relevance 12 (Arazy & Kopak 2011; Badenhorst, Maurer & Brevis-
Landsberg 2013; Bailey & Pearson 1983; Haimerl & Fries 
2010; Kahn, Strong & Wang 2002; Letzring, Wells & 
Funder 2006; Ou, Zhao & Zhou 2018; Sriram & Laksmana 
2006; Stoel, Ballou & Heitger 2017; Wiengarten et al. 
2010; You, Kim & Lim 2016; Zhou & Benton 2007) 
Timeliness 12 (Badenhorst, Maurer & Brevis-Landsberg 2013; Bailey & 
Pearson 1983; Bourland, Powell & Pyke 1996; Chavez et 
al. 2015; Chen et al. 2011; Kahn, Strong & Wang 2002; 
Lee & Billington 1992; Li & Lin 2006; Mithas, Ramasubbu 
& Sambamurthy 2011; Strandhagen, Arica & Dreyer 2014; 
Vijayasarathy & Robey 1997; Zhou & Benton 2007) 
Accessibility 8 (Badenhorst, Maurer & Brevis-Landsberg 2013; Bin 2009; 
Kahn, Strong & Wang 2002; Myrelid & Jonsson 2019; 
Strandhagen, Arica & Dreyer 2014; You, Kim & Lim 2016; 
Zhou & Benton 2007; Zimmer, Henry & Butler 2007) 
Usefulness 8 (Chen et al. 2011; Haimerl & Fries 2010; Kahn, Strong & 
Wang 2002; Li & Lin 2006; Myrelid & Jonsson 2019; Peng 
et al. 2016; Winkler, Kleinmann & König 2013; You, Kim 
& Lim 2016) 
Content 8 (Bailey & Pearson 1983; Kahn, Strong & Wang 2002; Ling 
& Goddard 1989; McLuhan 1994; Neumann & Segev 
1979; Thielsch & Hirschfeld 2019; Weaver 1949; You, 
Kim & Lim 2016) 
Interpretability 6 (Chen et al. 2011; Kahn, Strong & Wang 2002; Myrelid & 
Jonsson 2019; Valdes et al. 2016; Vessey 1991; You, Kim 
& Lim 2016) 
Currency  5 (Bailey & Pearson 1983; Fuhrman et al. 2011; Neumann & 
Segev 1979; Randall & Wolff 1994; Uspenskij 2017) 
Availability 5 (Chen et al. 2011; Kahn, Strong & Wang 2002; Myrelid & 








Frequency 3 (Lurie & Swaminathan 2009; Neumann & Segev 1979; 
Zhou & Benton 2007) 
Credibility 2 (McGinnies & Ward 1980; Petty, Cacioppo & Schumann 
1983) 
Acceptability 2 (Badenhorst, Maurer & Brevis-Landsberg 2013; Kahn, 
Strong & Wang 2002) 
 
2.8 Proposed framework for information quality 
The key relationships in the literature are now summarised. Six interrelationships have 
been hypothesised from the literature. First, it is hypothesised that elocution and 
relationship building have a moderating effect on the positive relationship between 
requests for information and the interpretation of these requests for information. This 
is because of the need to understand cultural wordplays and contextual nuances 
(Tomaselli 2016; Weir, Mangaliso & Mangaliso 2010) and to focus on people instead 
of tasks (Shrivastava et al. 2014) to communicate effectively in mixed cultural supply 
chains. Second is the moderating effect of inclusivity and consensual decision making 
on the positive relationship between retrieval of information and information 
completeness. This follows from Wanasika et al. (2011), who found that in-group 
collectivism affected the degree of loyalty and so information accessibility to members 
inside or outside of a cultural group. Third is the moderating effect of fear of losing 
power and trust on the positive relationship between information accuracy and 
information content. The desire to retain power among senior managers (Wanasika et 
al. 2011) is expected to drive this insecurity and lack of trust, which can affect their 
willingness to openly share information with other supply chain members.  
Fourth is the moderating effect of time management on the positive relationship 
between content and information transmission. This is based on Mangaliso (2001), 
who argued that individuals (supply chain managers) belonging to Ubuntu culture do 
not use their time economically. Fifth is the moderating effect of seniority on the 
positive relationship between information transmission and information acceptance. 
The reverence afforded to senior members because of their perceived wisdom (Chasi 
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2014) is likely to enhance the credibility and acceptability of the information they 
provide. Finally, inclusivity and consensual decision making are hypothesised to 
interact negatively with information accuracy, because of the prioritisation of harmony 
and understanding over language accuracy and efficiency (Mangaliso 2001) in Ubuntu 
culture. 
Based on a consolidation of these interrelationships, Figure 1 provides a hypothetical 
template for analysing information quality in a supply chain. It represents a 
combination of the dimensions summarised in Table 6 along with the relationships 
described in the previous sections. Figure 1 is thus an aggregation of the current 
thinking in the literature in relation to the factors that affect supply chain information 
quality. Specifically, Figure 1 shows how information initiation (or supply chain 
events) can activate the flow of information and lead to information quality outcomes. 
It further shows interrelationships between key characteristics of Ubuntu culture with 
dimensions of information quality. Figure 1 therefore shows a series of connected 









2.9 Chapter summary 
In this chapter, the literature on information quality, supply chain management and 
culture has been reviewed to establish whether current theory is able to explain the 
factors that affect information quality in supply chains across different cultures. The 
review has indicated that existing theory does not adequately meet this objective. 
Three key problems have been identified in relation to information quality, defined as 
the dependability, attainability, timeliness and relevance of meaningful, concrete and 
subjective data transferred between two or more agents within a supply chain. First, 
there is a lack of information in the literature about the mechanisms of interaction 
between information quality and supply chain performance. Second, the literature does 
not sufficiently explain, in a clear sequence that shows a step-by-step process, how 
information quality management stages shape the dimensions of supply chain 
information quality in a mixed cultural environment. Third, the literature on 
information quality seems not to recognise information dishonesty as a dimension and 
therefore its effect, if any, on supply chain information quality. The review has further 
indicated that information management theory has the capacity to incorporate aspects 
of supply chain management and cultural theory through the dimensions of 
information quality. These dimensions need to be analysed and this is the focus of the 
remainder of this thesis. Chapter 3 explains the methodology used to collect and 
analyse the data needed to understand the interaction of culture and information quality 
within supply chains. The following chapters introduce the findings, a discussion of 
those findings and their implications for practitioners. The last chapter offers 




Chapter 3: Methodology 
3.1 Introduction 
This chapter describes the methodology used to identify the factors affecting 
information quality in supply chains spanning different cultures. It discusses the 
selection of constructivism as the best research paradigm to address the research 
question. In addition, the chapter outlines the approach adopted to collect data from 
the participants, who were selected from the fast-moving consumer goods (FMCG) 
and service industries. The approaches used for data collection and ensuring validity 
are detailed in the chapter. The chapter discusses the analysis process used to 
inductively identify the themes, and concludes with a description of the limitations of 
the thesis in the context of the research design. 
3.2 Research methodology 
3.2.1 Epistemological assumptions 
The research question for this study is ‘what are the factors that affect information 
quality in supply chains spanning different cultures?’ The question is grounded in 
culture and information management system concepts that relate to managers 
operating in a supply chain. Qualitative research was considered appropriate for 
exploring the social phenomenon of exchanging information and the generation of 
information quality within a supply chain environment. In this chapter, the reasons for 
choosing the research method and its applicability to the research question are 
discussed. 
Chapter 2 determined that the literature has not identified a mechanism for the effect 
of differences in supplier characteristics on information quality in supply chains. 
Further, the information quality literature presents conflicting positions on the factors 
affecting information quality. Some literature states that information availability 
positively affects information flow and enhances information symmetry among supply 
chain members (Ergen & Akinci 2008; Fiala 2005; Stiess 2010), while other articles 
state that too much information availability can have unfavourable effects on 
information flow and lead to the loss of information (Kim 2014; Li & Zhang 2008). 
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The literature also presents conflicting findings regarding the relationship between use 
of EDI and information quality in supply chains. For example, Skagen (1989) found a 
positive relationship between EDI adoption and information quality, as a result of more 
effective internal systems of channel members, which facilitated higher information 
quality. In contrast, however, Vijayasarathy and Robey (1997) were later unable to 
confirm this relationship. This conflict means that research aimed at exploring 
information quality in supply chains should enable a detailed understanding of the 
phenomenon. The chosen methodology for this project needs to be capable of 
resolving this conflict and generating evidence that explains the relationships between 
characteristics of information management and information quality. Constructivism 
was identified as a suitable paradigm for addressing the research question, for the 
following three reasons.  
First, underlying constructivism are hermeneutic and dialectic processes (Guba & 
Lincoln 1994), which are ideal for researching social experiences. Hermeneutic 
processes have five key characteristics (Linden & Cybulski 2009): 1) textual data, to 
enable analysis and assignment of meaning, 2) historicality and context, to allow for 
placement of new knowledge into a broader (global) framework within a specific 
period, 3) hermeneutic circles, to continually refine the researcher’s understanding of 
the phenomena and its attendant issues, 4) horizons of understanding, to collect data, 
make sense of the parts and their associations, then combine the many perspectives of 
the participants using thematic patterns, and 5) removal of bias, and the researcher’s 
presumptions. These characteristics are suitable for interpreting and understanding the 
meanings that social activities have for supply chain members. In contrast, the dialectic 
process is characterised by a comparison of opposing constructions (Lloyd 2001; 
Williams & Lewis 2005) to determine the ‘truth’. Hermeneutic and dialectic processes 
jointly enable the many perspectives to be brought together into an improved 
understanding of the phenomena. 
The five characteristics identified by Linden and Cybulski (2009) can be linked to the 
current project. For example, ‘textual data’ implies that participant’s experiences of 
supply chain information quality processes and their outcomes can be reflected using 
participant’s verbal representations of those experiences. ‘Historicality’ and ‘horizons 
of understanding’ mean that the researcher can join the multiple perspectives of 
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different members situated in different parts of the supply chain, at a certain point in 
time, including their unreflective understandings of supply chain information 
processes. ‘Context’ implies that these combined perspectives should have relevance, 
meaning and coherence in the wider framework of supply chain information quality 
knowledge and the ‘whole’. ‘Hermeneutic circles’ suggest that the researcher needs to 
understand segments of the information transmission process and their associations, 
then progress to understand the wider context of the creation of perceptions of 
information quality, thus, enhancing understanding of the individual segments of 
information quality generation. This process does not end until an effective joining of 
all segments of understanding has been achieved leading to a full understanding of the 
factors affecting supply chain information quality. Finally, given prior understandings 
of the cultural settings and close involvement in the research, the researcher needs to 
dismiss own biases and presumptions about the factors that affect information quality 
across different cultures.  
Second, constructivism allows for understanding of the subjective meaning of social 
activities in supply chains taken from the perspective of the participants (Creswell 
2013). Within the framework of supply chains, channel members affect information 
quality through their actions, which are influenced by their respective cultures. Culture 
is in itself a rule system (Burns & Dietz 1992). Therefore, the effect on information 
quality resulting from cultural business system differences is the product of the 
interaction between rule systems. Consequently, a collection of the perspectives of 
multiple participants (from diverse backgrounds) may result in multiple ‘truths’ that 
are incompatible. In this situation, truth can be drawn from agreement as opposed to a 
single (or narrowed) interpretation of reality. For a complete appreciation, the 
constructed realities collected from the participants should be examined to identify the 
underlying meanings (Lincoln & Guba 1985). Constructivism is, therefore, 
appropriate as a research paradigm because it allows for a number of realities from 
which an understanding can be found. 
Third, under constructivism, individuals are regarded as the most suitable data source 
(Guba & Lincoln 1994). Information is transmitted within supply chains through 
activities (individual behaviours) of supply chain members. Supply chains represent a 
network of organisations that cooperate with each other in the pursuit of a common 
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objective (Fayez 2005). Therefore, supply chain members are best placed to explain 
quality aspects and processes of information transmitted within supply chains. The 
constructivist paradigm recognises that knowledge is not pre-given but a creation of 
social and interactive processes (Bryman & Bell 2015). The constructivist paradigm 
enables the advancement of knowledge of supply chain information quality activities 
by using processes that enable collection of data from different parts of the supply 
chain and combine the views of different supply chain members. These processes are 
therefore well suited to acquiring information quality knowledge in supply chains.  
Such knowledge can only be achieved by interviewing supply chain experts and 
enabling them to provide anecdotes about their information quality experiences in 
supply chain environments (Creswell 2013). Constructivism enables examination of 
social phenomena in supply chains because supply chains are institutional 
arrangements that operate using social rule systems that influence the actions of supply 
chain members. Individuals have knowledge of (the meaning of) these rule systems, 
which influence their own behaviour as well as the behaviour of those with whom they 
interact (Burns & Dietz 1992). Supply chains have also been regarded as networks 
with socially based connections, involving the interaction of humans by way of 
operational activities that seek to satisfy the needs of end customers (Kembro & 
Selviaridis 2015). ANT (Callon 1990) extended this view by introducing non-human 
elements to the understanding of networks, thus highlighting their heterogeneity. The 
role of non-human network elements is important in the discourse of information 
quality; however, it is largely the human elements (or social processes) that activate 
them (Latour 1984) to affect information quality. Therefore, the most critical (i.e., 
human) elements of a supply chain need to be examined using a suitable paradigm, 
such as constructivism, to enable a better understanding of information quality.  
3.2.2 Ontological assumptions 
The ontological positioning of this research is subjectivist and interpretative. The 
subjectivist focus derives from the stance that organisations and supply chains are 
socially constructed entities from which individuals find meaning or coherence 
(Burrell & Morgan 1979). The interpretative positioning is based on the view that an 
understanding of supply chain behaviours is founded on the experience and 
perceptions of individuals who operate in those environments (Bryman & Bell 2015). 
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The ontology of this research further assumes that organisations and business system 
differences are not rigid and controlling realities, but realities that are flexible and 
capable of being changed. Therefore, while organisation and culture may influence the 
perception of the participants, the participants have an active role in socially 
constructing their reality. As a result, this project has focused on organisational 
members’ experiences of supply chain information processes to derive understanding.  
3.3 Qualitative methods 
Phenomenology was used to design the data collection approach because it was most 
suitable for exploring this social phenomenon. Phenomenology is an inductive and 
descriptive qualitative research method (or philosophy) (Flood 2010) that focuses on 
how individuals make sense of the world in which they exist or operate (Bryman & 
Bell 2015). It is concerned with the study of common lived experiences and the 
meaning of those experiences (Perrone & Vickers 2003). In this approach, the 
researcher sets aside any preconceptions from the study until they are founded on 
certainty (Creswell 2013) so as not to entangle them with the participants’ experiences. 
The researcher is tasked with interpreting the subjective view of the participant, who 
has the experience and the influence that view has on the lived experience of a 
phenomenon (Omery 1983). The approach starts with a description of an event 
experienced in daily life (Giorgi 1975), which comes from a place of ‘pre-reflexive 
thought’ (Flood 2010). The researcher then analyses the event description to identify 
how meaning is assigned to the experience before determining its essence, and 
achieving the intention of the research (Flood 2010). As such, the interpretive nature 
of phenomenology facilitated an examination of the organisational realities 
experienced by individual supply chain members to understand information quality 
processes. 
The use of phenomenological research has three key advantages. First, it is credited 
for providing an in-depth understanding of the phenomenon as experienced by a 
number of individuals, because it draws out subjective meanings constructed by actors 
to describe their social reality (Szarycz 2008). Second, it provides a structured 
approach for analysing data, which is helpful for inexperienced researchers (Creswell 
2013). Third, it brings the researcher into closer contact with the phenomenon (or 
empirical realities) by systematically identifying and describing the mechanisms and 
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meanings of a lived experience (Szarycz 2008), leading to the emergence of themes 
that can contribute to the formulation of new frameworks, practices or policies 
(Creswell 2013). This makes phenomenology suitable for this research project, 
because subjective experiences of supply chain organisational processes and their 
meanings are often hidden. Therefore, in the context of this project, a 
phenomenological approach holds the promise of better learning prospects (Stake 
1995) compared with other research designs.  
A cross-sectional design was chosen to collect data for this research drawing from the 
most knowledgeable people in supply chains within the FMCG and service industries, 
in a single time interval, on the basis of the criteria suggested by Malhotra (2014). 
Malhotra (2014) identified three reasons for using cross-sectional design. First, it 
simplifies the collection of data from complex environments, such as supply chains 
located in other countries. Second, this approach facilitates selection of participants 
representative of the entire population of interest (Bryman & Bell 2015), thus enabling 
maximum variation. Third, due to the selection of different participants for each 
interview, bias arising from use of the same set of participants can be avoided.  
In the context of this project, a cross-sectional design compares favourably with other 
research designs, such as case study, longitudinal, comparative and experimental 
approaches (Bryman & Bell 2015), because of its practicality given the time and cost 
restrictions imposed by the study. Features of these approaches are tabulated in Table 
7.  
Table 7: Comparison of research design alternatives 
Research design Challenges for this research 
Longitudinal This design is unsuitable due to the lengthy time requirement and 
prohibitive cost of conducting the research for a time-limited doctoral 
degree. 
Case study This design is an idiographic approach that focuses on clarifying unique 
features of a case, which may not be repeated. Therefore, it has a low 
probability of producing data providing a thorough understanding of 
supply chain processes affecting information quality.   
Comparative This approach requires at least two contrasting cases for a comparison 
of the categories. Comparability may be difficult due to language 
differences, differing data collection techniques and any required 
translation of the data collection instruments. Significant funding may 




Research design Challenges for this research 
Experimental This approach requires the manipulation of independent variables to 
assess their effect on dependent variables. Such interventions are 
difficult in the case of human behaviour (e.g., it is difficult to 
manipulate (control) the effect of literacy on information quality so that 
the same person in an experiment is made more able to interpret written 
information). 
 
Much of the research in the field of information quality has used the case study 
approach (Ahituv, Igbaria & Sella 1998; Arazy & Kopak 2011; Neumann & Segev 
1979), for reasons ranging from evaluating information system outputs, to evaluating 
inter-rater reliability of information quality dimensions and identifying the effect of 
these dimensions on decision making. However, case studies, with the exception of 
multiple case studies, usually focus on explaining unique characteristics of a single 
entity situated in a single location within a bounded system (Bryman & Bell 2015). 
The exchange of information within a supply chain is an ongoing and relatively 
unbounded process occurring across multiple supply chain members. These supply 
chain members represent numerous and different organisations. Therefore, the data 
collected for examining the experience of the participants represent organisational 
experiences founded on their shared membership of the supply chain, as opposed to a 
single organisation. For this reason, a case study approach was not considered 
appropriate for this project.  
3.4 Data collection 
In this project, the convergent interviewing method was used to collect qualitative data 
from the participants. The data represent subjective interpretations of the participants’ 
experiences of information quality processes in supply chains spanning the FMCG and 
service industries. The convergent interviewing method was chosen because it is well 
suited to the constructivist approach, which guides this project. In addition, the 
selected interviewing technique enables convergence of the different issues (topics) 
identified in the data collection process (Dick 1990; Rao & Perry 2003). The 
convergent interviewing method was also considered suitable for collecting data 
within a short timeframe and from a diverse group of participants. 
Convergent interviewing is a sequence of in-depth interviews designed to gather, 
examine and understand information concerning a person’s experiences, attitudes, 
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opinions, knowledge and beliefs through convergence of key issues on a subject of 
interest (Nair & Riege 1995; Rao & Perry 2003). It is an iterative process of design, 
data gathering, analysis and clarifications (Dick 1990; Williams & Lewis 2005). In the 
convergent interviewing process, attention is paid to interviewing participants who are 
subject matter experts and categorically different from each other (Jepsen & Rodwell 
2008). The process is structured and allows for progressive refinement of the content 
(including the questions, answers and method), which is itself unstructured (Glanville 
bin Mohamad & Perry 2015). Dick (1990) indicates that with each progressive 
interview stage, content is enhanced and the questions become more focused to 
uncover the main issues. As such, the data collection process involves interviewing a 
number of people (Carson et al. 2001) with different perspectives on a phenomenon of 
interest. By questioning these perspectives over a sequence of interviews, clear areas 
of ‘convergence’ and ‘divergence’ develop (Williams & Lewis 2005); thus, 
‘convergence’ is the process by which issues converge (or combine) to become key 
issues (Jepsen & Rodwell 2008). An issue is considered significant or ‘key’ only when 
it converges within a round of interviews (Jepsen & Rodwell 2008). Key issues 
become the subject of the next round of interviews, in which they are probed. The 
convergent interviewing process further allows the researcher to use existing theory to 
enable focus on key issues (McClymont, Gow & Perry 2014). As a result, the 
researcher is able to acquire an in-depth appreciation of the subject. The data collection 
process continues until new additions of data from the interviews do not change the 
interpretation of the content (Williams & Lewis 2005). This point of data saturation 
indicates when the interview process should end and is described as ‘stability’ 
(McClymont, Gow & Perry 2014). 
In the initial stages of the data collection process, little is known about the topic under 
investigation (Rao & Perry 2003). Key themes for the interviews are identified by 
referring to the literature or knowledgeable informants (Nair & Riege 1995; Rao & 
Perry 2003; Williams & Lewis 2005). Rao and Perry (2003) suggested that interviews 
typically begin with discussion of a wide range of topics and end with a narrow subject. 
The flexibility of the convergent interviewing process enables a breadth of issues to 
be identified and investigated. With each advancing interview round, the interviewer 
is able to manage the flow of collected data by filtering information between the 
interviews (Williams & Lewis 2005), thus facilitating faster convergence on 
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developing issues (Rao & Perry 2003). The funnelling process is further supported by 
the interviewer’s efforts to explain the interview responses following completion of 
each interview.  
Convergent interviewing, as a semi-structured process, compares favourably with 
unstructured and structured interviewing methods. The lack of organisation associated 
with unstructured interviewing makes it a time-consuming process and inefficient for 
knowledge acquisition (Agarwal & Tanniru 1990), whereas structured interviews 
rarely allow for the unanticipated information that arises from open-ended questioning 
because of their focus on obtaining specific data (Agarwal & Tanniru 1990). The 
interviewer presupposes the specific type of data that will be collected using a 
structured interview technique. This is at variance with the constructivist paradigm, 
which guides researchers to identify information from the perceptions and 
understanding of interviewees generated from participant experiences (Guba & 
Lincoln 1994). The rarity of open-ended questions in the initial stages of structured 
interviewing implies the absence of an interactive environment, which can promote an 
atmosphere of active participation. Interviewers are encouraged to create an 
atmosphere of active participation (Baumbusch 2010) because it stimulates more in-
depth responses about a participant’s experiences. Not only does convergent 
interviewing meet this requirement but it provides an efficient mode for agreeing on 
key issues, analysing data and determining when to end the data collection process 
(Rao & Perry 2003).   
Convergent interviewing focuses on capturing the interviewee’s first-hand subjective 
experiences of the phenomenon. However, interviewee responses may be influenced 
by second-hand experiences gained through social interactions with other 
organisational members (Logan et al. 2013). This is because individuals have a 
tendency to project their views on to other members of the same group (Clement & 
Krueger 2002), thus shaping the views of those members (Collisson & Howell 2014). 
According to the theory of cognitive dissonance, individuals can develop mental 
discomfort when their views conflict with those of others (Festinger 1962). This 
discomfort can motivate them to achieve a cognitive balance (Heider 1958), so as not 
to feel pressure to modify their views. As a result, individuals may strive to reduce this 
conflict by seeking endorsement of their views from others (Baron, Byrne & Watson 
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2001). Regardless, the selection of convergent interviewing, as a qualitative data 
collection technique that brings together many different realities using a series of in-
depth interviews (Rao & Perry 2003), is consistent with the phenomenological 
approach. The consistency arises because the convergent interviewing technique uses 
interpretations of the interviewee’s constructed realities to examine phenomena (Dick 
1990). Similarly, the phenomenological approach suggests that interviewee 
experiences should provide a source of data (Creswell 2013). 
Convergent interviewing allows for collection of data within a restricted time period. 
The interview durations for this project were between 30 and 120 minutes (see 
Appendix C) to enable collection of sufficient data for identification of the key issues. 
Convergence was reached using a dialectic technique, applied in situations where there 
was agreement or disagreement between data collected from the participants (Troshani 
& Rao 2007). The purpose was to eliminate uncertainties and inconsistencies in the 
data as well as to isolate informative data from uninformative data (Dick 1990). Dick 
suggests that the dialectic technique, in which the researcher challenges explanations 
as they develop, enables objectivity during the refinement of the subjective data. 
Therefore, in cases of agreement between one or more participants, probe questions 
were formulated to disprove the data. Where there was disagreement, probe questions 
were formulated to explain them. The objective was to identify and examine the truth 
of the participant’s opinions. Normally, a sequence of convergent interviews results in 
changes to the content and process (Williams & Lewis 2005). This continued until an 
unchanging pattern of agreements and disagreements between the participants 
developed, and where explanations could be provided for divergent views (Riege & 
Nair 2004). 
The selection of participants is a significant aspect of the convergent interview 
technique. Participant support and engagement in the project is necessary to collect 
quality data when using the convergent interview technique for data collection. 
Therefore, it is critical that the researcher has an understanding of the social setting 
being examined and that data are initially collected from participants who trust the 
researcher (Faugier & Sargeant 1997). Rao and Perry (2003) recommend employing a 
steering committee to help in scoping and administering the interview program to 
overcome the risk of participant non-cooperation. The research supervisor reviewed 
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the raw data and coding from each round of interviews, as well as the initial participant 
selection, to increase coding accuracy and validity. 
3.5 Unit of analysis 
The unit of analysis in this research project is the organisational experiences of 
managers operating across different FMCG and service supply chains. In this project, 
information exchanges between procurement, logistics and human resource suppliers 
were investigated. In addition, processes of supply chain communication were 
analysed. Such processes ranged from the scheduling of meetings to procedures for 
inviting suppliers to tender their services, bidding for new business, and order 
placements.  
3.6 Sample selection 
Purposeful sampling was used to choose the first set of participants (Patton 1990; Rao 
& Perry 2003), followed by use of the snowballing technique to select the remainder 
of the participants. Purposeful sampling enabled the selection of participants based on 
expected ability to identify key issues and related conditions and explain their effect 
to address the research question (Gentles et al. 2015; Yin 2011). On the other hand, 
snowballing, which is the referral of one person by another, allows a researcher to 
approach other credible participants (Denscombe 1998; Streeton, Cooke & Campbell 
2004). Snowballing is effective for identifying and accessing hard-to-reach groups 
such as buyer and seller pairs (Ehlers, Zuyderduin & Oosthuizen 2001; Malhotra 
2014), as well as targeting specialised populations (Aaker & Day 1990). Therefore, 
caution was taken in selection of the initial participants to ensure that they could refer 
the researcher to other prospective subjects who were knowledgeable (Nair & Riege 
1995) about sharing information in the supply chain. 
Ideally, the sample should consist of a diverse group of participants who are largely 
unfamiliar with each other (Rao & Perry 2003). Diversity is essential for transferability 
of knowledge outside of the project and to guarantee that wide-ranging opinions are 
collected (Godden, Healy & LeBrun 1996). The selected participants were the most 
knowledgeable and most dissimilar so as to enhance variation in the data collected 
(Jepsen & Rodwell 2008). Interviewees in the first and subsequent rounds were asked 
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for a referral to other knowledgeable respondents, thereby enabling growth of the 
sample size (Troshani & Rao 2007). Guidance from knowledgeable participants is 
recommended when selecting other suitable respondents (Jepsen & Rodwell 2008). 
The literature has suggested different optimal sample sizes. Logan et al. (2013) 
indicate that optimal sample size should be determined by the data being sought and 
how they will be used. Dick (1990) recommends a minimum of 12 interviewees and 
Creswell (2013) suggests conducting 20–60 interviews.  
3.7 Participant approach process 
Ethics clearance for this research was granted by the Deakin University Human Ethics 
Advisory Group (EC-58-17) on 15 December 2017 (see Appendix D). The first round 
of participants were contacted with assistance from the human resources department 
of an international beverage company with which the researcher had good contacts. 
The human resources director initially introduced the researcher to the Regional Chief 
Procurement Officer (RCPO) of the selected research site in the RSA. RSA was 
selected as a research location because it accommodates a diversity of culture, leading 
to different business systems. According to estimates published by Statistics South 
Africa (2018), RSA’s population comprises 80.9% Black, 8.8% mixed race, 7.8% 
White and 2.5% Indian/Asian groups. The country has 11 official languages. The 
Black and White population groups constitute approximately 90% of the total 
population in RSA. Further, the majority of White South Africans either speak English 
(British origin) or Afrikaans (Dutch origin) (Finestone & Snyman 2005), while Black 
South Africans speak one or more of nine main ethnic languages: isiZulu, isiXhosa, 
Sepedi, isiNdebele, Setswana, Sesotho, Xitsonga, isiSwati and Tshivenda (Ocholla 
2002). Differences between the values and cultural orientations of Black and White 
South Africans are evident and well documented. White South African business 
systems are modelled on Western values (Finestone & Snyman 2005; Ocholla 2002), 
whereas Ubuntu business systems are widely regarded as the culture of Black South 
Africans (Gade 2012; Matolino & Kwindingwi 2013; West 2014). Together, these 




Following the introduction by the human resources director, the researcher discussed 
the project with the RCPO of the South African subsidiary. The researcher described 
the research objectives before the RCPO indicated that it would be reasonable to 
approach supply chain managers in the organisation. The legal counsel of the RCPO 
organisation sought further clarification about the purpose of the research project. This 
was addressed through email responses from the researcher, before approval to 
research on-site was given. The RCPO then provided a list of supply chain managers 
in the organisation, on 30 January 2018, as a source of potential participants for the 
researcher to contact for interviews. These supply chain managers were made aware 
on 30 January 2018 that they may be invited to participate in the survey. In this 
communication from the RCPO, a brief description of the purpose of the research 
project (which the researcher had prepared) was provided.  
Using contact details included in the list of supply chain managers, the researcher sent 
emails on 1 February 2018 to invite the potential participants to participate in an 
interview. The email included a Plain Language Statement and a Consent Form, which 
provided additional details of the research project. Willingness to participate was 
expressed by the invitees signing and returning their Consent Forms by email, in 
addition to indicating their acceptance in the body of the email. Copies of these forms 
and the supporting emails have been stored as a component of data collected from the 
project. In the initial email, the researcher also offered to telephone any of the potential 
participants who may have had any questions about the research project. None of the 
potential participants indicated that they had additional questions. Those who were 
interested in participating were asked, in the email, to nominate a bank account or 
charity of their choice so that the researcher could transfer a payment of AU$15 as a 
token of appreciation. Only six of the participants were able to provide bank details 
for this purpose. The interviews were conducted between 6 February and 12 May 2018.  
With the exception of one participant, telephonic communication (Skype and Blue 
Jeans) was used for the interviews. One participant engaged in a combination of 
telephone and written exchanges because of time constraints. When a participant 
agreed to participate in the interview process, an interview time was agreed and 
confirmed (Carson et al. 2001) using Microsoft Outlook or Blue Jeans scheduling 
facilities. Blue Jeans was used when participants expressed a preference for this 
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technology over Skype, which was not used in their organisations. Using Microsoft 
Outlook, the researcher provided the participants with a list of the topical areas that 
would be covered in the interview. The participants were also made aware of the mode 
of interviewing and expected interview duration, which ranged between 30 and 60 
minutes (Rao & Perry 2003) using Skype or Blue Jeans video conferencing 
technologies. Interview times were set with reference to the time zone of the 
interviewee rather than that of the interviewer. 
In the interviews, the supply chain managers were asked to suggest two suitable supply 
chain managers to invite to the project, specifically from supply chain member 
organisations that identified with Ubuntu culture. These contrasted with the RCPO’s 
organisation, which identified with Eurocentric culture. Thus, Ubuntu supply chain 
members were targeted together with Eurocentric supply chain members to facilitate 
cultural diversity among the participants. The Ubuntu supply chain participants were 
drawn from the human resource management (five), outbound logistics (four) and 
procurement (two) parts of the supply chain. More details about these participants are 
provided in Chapter 4.   
When prospective participants did not reply to an invitation, a second email was sent 
to pursue a response. If no response was received after the second attempt, this was 
treated as a nonresponse and no further action was taken. Of the 15 supply chain 
managers who were introduced by the RCPO, 10 (66.7%) agreed to participate. 
However, one of the managers was considered unsuitable due to not having 
appropriate experience of dealing with suppliers who identify with Ubuntu business 
systems. Snowballing from the initial participating supply chain managers (drawn 
from the same supply chain) only generated six participants who identified with 
Ubuntu business systems and one participant with a Eurocentric background. This led 
the researcher to search widely for more participants to collect needed data. As a result, 
five additional participants were recruited from 64 additional supply chain managers 
subsequently contacted through online searches and further snowballing. The online 
searches included Google searches and accessing the South African National 
Accreditation System database for contact details of B-BBEE (affirmative action) 
verification agencies. B-BBEE verification agencies were contacted by email for a 
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referral to their supplier contacts who identified with Ubuntu business systems. A total 
of 21 participants agreed to participate as a result of this process. 
3.8 Interview process 
The interview process began with pleasantries, an explanation of the purpose of the 
study and clarifying issues of confidentiality (Logan et al. 2013). As such, the 
interviewees were informed about why they were being asked to participate. They 
were made aware of their freedom to withdraw from the interview without giving a 
reason. The interviewees were asked for permission to use an audio recorder. They 
were further advised that data collected from the interview would be used as input for 
an academic thesis. The interviewees were then asked if they had any questions before 
the interview proceeded. The interview commenced only after all of these 
administrative issues were clarified (McClymont, Gow & Perry 2014). 
An interview guide was used to steer the researcher to ask relevant questions during 
the interview, which included sections with broad themes and open-ended sub-
questions based on predetermined themes drawn from the literature relating to the 
central question (McClymont, Gow & Perry 2014; Rao & Perry 2003). The interview 
opened with a screening question (Vogt, Gardner & Haeffele 2012) to ensure that the 
interviewee was eligible to participate (i.e., had experience of exchanging information 
in a mixed cultural supply chain). This was followed by an open-ended question to 
encourage the interviewee to speak freely (Jepsen & Rodwell 2008) about exchanging 
information in culturally mixed supply chains, in a way that was meaningful to them 
(Logan et al. 2013). The opening question was ‘I am interested in understanding your 
experience of exchanging information with suppliers who are culturally different. Tell 
me what you think is important (or interesting) about sharing information with them?’ 
Such a question urged them to express their opinions.  
As the discussion of the interviewee’s supply chain experiences developed, the 
researcher drew out an open interpretation, then concentrated on specific issues 
(Williams & Lewis 2005). In the process, probe questions were asked (Godden, Healy 
& LeBrun 1996) to keep the interviewees focused on the research topic. Additionally, 
summary notes were taken to capture the emergent key issues converging with the data 
collected in previous interview rounds (Glanville bin Mohamad & Perry 2015). 
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Towards the end of the interview, the interviewees were asked questions such as ‘What 
is the most pleasant experience you have had from exchanging information with 
culturally different suppliers?’ and ‘What is the most challenging experience you have 
had from exchanging information with culturally different suppliers?’ At the end of 
the interview, the researcher indicated what would happen to the data (Logan et al. 
2013). The researcher then analysed and compared the collected data with the literature 
to better understand the emerging issues and refined the interview guide accordingly 
(McClymont, Gow & Perry 2014). These issues became the basis and focus of 
subsequent interview rounds. Table 8 shows an example of the convergent 
interviewing process and how it is used to categorise issues identified during the 
interviews. For more detail relating to the convergent interview process refer to 
Appendix A – Interview Protocol. 
3.9 Research process and data analysis 
The research process involved five stages: phenomenon identification, statement of 
philosophical assumptions, data collection, thematic coding and data analysis. The first 
stage involved identifying the ‘phenomenon of interest’ as information quality in 
supply chains spanning different cultures. This was derived from the research problem 
described in Chapter 1. The second stage entailed the identification of constructivism 
as the most suitable paradigm to address the research question, and the researcher 
suspending their own preconceptions about the phenomenon (Giorgi 1975). 
Suspension of the researcher’s preconceptions was assisted by presenting a hypothesis 
before the data collection stage (Creswell 2013), which reflected the researcher’s 
expectations based on personal experience and a review of the literature. The latter 
three stages were performed almost simultaneously and in an iterative manner.  
Data collection was facilitated by in-depth and multiple convergent interviews. This 
stage was primarily concerned with asking the interviewees ‘what’ their experiences 
were in relation to supply chain information quality activities, to derive a textural 
description, and ‘how’ the context affected their experience, to derive a structural 
description (Creswell 2013). Supplemental open-ended questions were asked to 
provide a better understanding of supply chain information quality. The interviews 
were aided by an audio recording and note taking to ensure maximum recollection of 
the described experiences and greater attentiveness (Logan et al. 2013). The researcher 
 
69 
focused on collecting data for specific supply chain transactions, which informed 
emergent themes and enabled data analysis. Participants were selected using purposive 
sampling on the basis of having relevant experience (Creswell 2013; Szarycz 2008) of 
supply chain information quality activities. This approach was in line with the 
constructivist paradigm because it enabled the research to focus on understanding 
supply chain members’ organisational experiences and their meaning (Bryman & Bell 
2015) in relation to information quality. Further, the approach enabled the current 
literature and views of interviewed participants to progressively influence subsequent 
interview questions.  
In the thematic coding and data analysis stages, the audio recordings were replayed 
many times to achieve a sense of the whole and to enable reflection on the experiences 
shared by the interview participants (Crotty 1996). Using a phenomenological method 
called horizonalisation, the researcher compiled a list of important sentences, quotes 
and statements that facilitated understanding of the shared experiences (Moustakas 
1994) relating to supply chain information quality. The listed text was then grouped 
into clusters that represented thematic units of meaning with unique descriptions 
(Crotty 1996; Giorgi 2000). Grouping of the text was enabled through line-by-line de 
novo coding, then identifying similarities and differences (Godden, Healy & LeBrun 
1996), paying attention to shared participant experiences. This involved manually 
arranging and condensing the text (data) to create themes and subthemes using the 
issues identified during the prior literature review (McClymont, Gow & Perry 2014). 
Where different or conflicting categories emerged, these were assigned to a new 
category and raised in future interviews. As the interviews progressed, the emergent 
themes were continuously compared with the literature to identify previously 
unpublished relationships (Rao & Perry 2003). The formation of these themes helped 
to guide the interview focus. As a result, the interview questions were continuously 
redesigned and improved to derive an objective appraisal of the drivers of information 
quality in the context of supply chain communications. Supply chain communications 
ranged from placement of an order, to actions of the interested parties when the order 
was delivered and the submission of tenders for new business.   
Fundamentally, the descriptions of the supply chain managers’ experiences were used 
to derive textural descriptions (of what was experienced) and structural descriptions 
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(of how the phenomenon was experienced) (Creswell 2013). In a sense-making effort, 
these descriptions were brought together to identify consistencies in the data. The 
descriptions were explained, discussed and jointly coded with an experienced 
convergent interview research project supervisor (Giorgi 1975) to ensure internal 
consistency, external heterogeneity and relevance to the research literature. The 
descriptions were further validated (Crotty 1996) in the convergent interviewing 
process by interviewees in subsequent interviews. Grouping and assignment of 
descriptions were reconsidered for each audio recording (Crotty 1996) before the 
textural and structural descriptions were combined to establish the essence of the 
phenomenon or the essential invariant structure (Creswell 2013; Moustakas 1994). The 
descriptive statements of the ‘essence’ were labelled in relation to the factors affecting 
information quality in supply chains. Some 32 descriptive themes were identified in 
the process and enabled development of a framework for the research project.  
Common issues were identified following each of the rounds of interviews as 
demonstrated in Table 8. Where at least three interviewees within a round highlighted 
the same issue, the issue was treated as a key issue in the analysis stage. Issues that 
were mentioned by fewer than three participants within a single round were not treated 
as significant. As a result, these issues were not investigated in this project but deferred 
for future research (Williams & Lewis 2005). A specific issue was only escalated to 
‘key issue’ status if it converged within an interview round. Convergence occurred 
when three or more participants mentioned an issue within a single round of 
interviews. With one exception, all of the interview rounds consisted of four 
interviews. This exception resulted at the beginning of the interview process because 
of unfamiliarity with the phenomenon, which slowed the researcher’s ability to draw 
out key issues to address the research question. Consequently, the first round of 
interviews consisted of five interviews. Applying the Troshani and Rao (2007) 
recommendation, the eventual sample size was determined when stability in collecting 
the data was achieved. In this project, stability was achieved after five interview 
rounds, when agreement between the interviewees had been reached, all disagreements 
were explained and the last participant had no new knowledge to add (Glanville bin 
Mohamad & Perry 2015). Application of this technique resulted in the requirement of 
a sample size of 21 participants for this research project.  
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Table 8: Convergent interview process and identification of key issues 
Topic / Theme PARTICIPANT RESPONSES 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 
 
Issue 1 -     - - -  -            
Issue 2 -     -  -              
Issue 3 - - - - - - - - - -            
Issue 4 -       -  -       O     
Issue 5 - - - - -  -  - - -     -      
Issue 6                      
Issue 7 - - - - - - - - -  - -    -      
Issue 8   O    - - - - -           
Issue 9 - -   O -                
Issue 10  -   -    -     -        
 Round 1 Round 2 Round 3 Round 4 Round 5 
Note: A tick denotes that an issue was raised by an interviewee. A hyphen indicates that the issue to 
which it relates was not mentioned during the interview. If the same issue was raised by three or more 
participants in a given round, it was elevated to the status of a key issue and investigated in subsequent 
interview rounds. Issues considered insignificant are postponed for future research. An ‘O’ indicates 
that the interviewee had no knowledge of the issue. 
3.10 Validity and reliability 
The problem of research quality is a disputed topic in qualitative research because of 
a lack of global consensus on how to evaluate it. Validity and reliability, as research 
quality criteria, have been argued to have more applicability in quantitative than 
qualitative research (Bryman & Bell 2015; Lincoln & Guba 1985). However, others 
have suggested that validity and reliability are achievable in qualitative research by 
using cross-checking controls (Rao & Perry 2003, p. 240). The controls have been 
grouped and described as construct validity, internal validity, external validity and 
reliability. These are contrasted with alternative measures such as credibility, 
transferability, dependability and conformability (Lincoln & Guba 1985). Irrespective 
of the choice of measure, the aim is to show that the findings have been collected and 
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interpreted credibly to provide confidence in the reported results of the project (Yin 
2011). 
3.10.1 Construct validity 
Construct validity is the creation of an appropriate indicator for a concept under 
investigation (Rao & Perry 2003). If the findings are compatible with the indicator, 
this increases confidence in those findings (Bryman & Bell 2015). In this project, 
construct validity was tested by attempting to disconfirm the findings of one round of 
interviews in the next round of interviews. This meant that the same questions put to 
participants in earlier interview rounds were also put to interviewees in subsequent 
rounds. The process enabled refinement of the interview questions as the interview 
process advanced. 
3.10.2 Internal validity 
Internal validity is a measure of whether identification of a causal relationship between 
two or more variables within a data set is sound. It provides a measure of confidence 
that one event causes another (Bernstein 2018). In addition, it investigates the extent 
to which research design, conduct and analysis enables the research question to be 
credibly answered, and measures the degree of systematic error (or bias) in the selected 
research method (Andrade 2018). The approaches used to ensure internal validity 
include constant comparisons, deviant analysis, peer debriefing, triangulation and 
persistent observation (Guba & Lincoln 1989).  
Constant comparison enables data to be contrasted with other collected data items. 
This involves identifying variations between certain contexts and consequences 
connected with critical events and patterns of data (Timonen, Conlon & Foley 2018). 
As the collection of data progresses, continued constant comparison allows the 
researcher to question how a specific situation might influence a specific outcome. 
Such questioning enables development of the characteristics and an elaboration of the 
meaning of connected categories (Timonen, Conlon & Foley 2018). This process of 
constant comparison combines interpretations of the interviewees and enhances 
understanding of the phenomena being studied. In doing so, the process ensures that 
the developed themes provide an accurate representation of the interview content, and 
thus the realities of the interviewees.   
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Deviant case analysis allows identification of anomalous responses that represent 
exceptions to the researcher’s expectations and empirical inconsistencies (Mauceri 
2014). It further leads to an investigation of the reasons for those irregularities. 
Convergent interviewing facilitates identification of these reasons by continually 
refining interview questions and probing interviewees in subsequent interviews. As 
such, deviant case analysis enables the researcher to identify relationships among 
existing variables, and induces the search for new variables that connect the seemingly 
unrelated issues. Using in-depth interviews, deviant case analysis can show the 
contexts in which these relationships apply, thus enabling a better understanding of the 
relationships (Lazarsfeld 1944; Mauceri 2014).   
Peer debriefing exposes the researcher to a knowledgeable person who may not be 
affected by the outcome of the project (Hail, Hurst & Camp 2011). By posing 
challenging questions in relation to the process, interpretations, meanings and 
conclusions (Lincoln & Guba 1985; Onwuegbuzie & Leech 2007), the researcher is 
forced to reconsider the initial findings. Peer debriefing leads to a more objective 
research focus (Hail, Hurst & Camp 2011) and provides better direction for collecting 
research data. Fundamentally, peer debriefing provides an outside perspective 
(Onwuegbuzie & Leech 2007), which enables verification of the collected data and 
conclusions drawn from it. This extends to conclusions derived from identified 
relationships between the variables in the data. 
Triangulation is useful because it improves the validity, objectivity and truth of social 
research (Denzin 1970). Triangulation involves the viewing of data and associated 
phenomenon from a number of perspectives (Denzin 1989). Denzin (1970), Denzin 
(1978) and Fusch, Fusch and Ness (2018) cite four types of triangulation: data, 
investigator, theory and methodological triangulation. Data triangulation is achieved 
by examining different data for the same event and identifying similarities (Denzin 
2009). Theory triangulation is achieved by looking at the data through theoretical lens 
(Denzin 2009) and multiple frameworks (Finfgeld-Connett 2010). Investigator 
triangulation occurs when multiple researchers are investigating the phenomenon 
(Denzin 2009) and their findings are compared. Within-method (methodological) 
triangulation is attained by comparing multiple data sourced from within the same 
design (Denzin 1970, 1978), such as multiple interviewees across multiple interview 
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rounds. These strategies can be used separately or together to reduce systematic bias 
and enhance confidence in the findings (Lincoln & Guba 1985). Convergent 
interviewing supports triangulation through the interviewing of diverse participants 
throughout the process. This enables validity to be established through identification 
and removal of unrepresentative patterns within the analysis of the data.   
Persistent observation creates validity through continued clarification and refinement 
of the research findings with each progressive interview stage. Questions are 
constructed at the end of each interview to probe significant issues (Rao & Perry 2003). 
Irrelevant issues are removed from the collected data as the interview process advances 
and concentrates on validating agreements and explaining points of disagreement. 
Clarification of the findings continue as an in-depth investigation of outstanding issues 
is conducted. The refinement of content ends when agreement is reached and 
disagreements are explained relating to each issue (Nair & Riege 1995). 
3.10.3 External validity 
External validity is a primary measure for assessing research quality (Kerlinger & Lee 
2000). It refers to the extent to which conclusions from research can be generalised 
(Polit & Beck 2010). Theoretical models based on such conclusions are tentatively 
generalisable to new contexts (Finfgeld-Connett 2010). This is because 
generalisability primarily depends on the degree of correspondence between the focal 
research project and the new contexts under consideration (Lincoln & Guba 1985). 
The task of generalising lies in the hands of the reader or consumers of research (Polit 
& Beck 2010). Therefore, it becomes critical, for generalisability or transferability, 
that researchers provide sufficient detail to allow readers to draw informed conclusions 
about applying their findings to other contexts (Polit & Beck 2010). These details are 
sometimes referred to as ‘thick’ descriptions (Geertz 1973) because they provide a 
thorough description of information relating to the research environment, research 
participants, observed processes and transactions (Polit & Beck 2010).  
A number of strategies have been used to enhance generalisability. These include 
replication in sampling, enhancement of knowledge of data, use of thick descriptions 
and triangulation. Replicated purposive sampling enables highlighting of key aspects 
of the phenomenon (Patton 2002) and better development of conceptualisations. 
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Replication across a diverse range of interviewees (maximum variation and multi-site 
sampling) assists in identifying when conceptualisations are valid and helps to support 
generalisations (Polit & Beck 2010; Shadish, Cook & Campbell 2002). 
Conceptualisations are facilitated by convergent interviews replicated across many 
rounds. If the researcher is immersed in the data, this will strengthen the researcher’s 
understanding and engagement. The effect of immersion is reinforced when 
researchers’ collect and analyse their own data, instead of delegating the task to others. 
Immersion in the data facilitates the research process of deriving meaning and creating 
strong generalisations from the study context (Ayres, Kavanaugh & Knafl 2003). As a 
result, the researcher can provide details needed for thick descriptions and ultimately, 
transferability. Such details include information relating to the interviewees, context, 
timeframes, sample, age, gender and ethnicity characteristics (Lincoln & Guba 1986). 
The researcher can additionally compare the findings with related research projects on 
the same topic (Polit & Beck 2010). In addition to interviewing diverse participants 
across many interview rounds, transferability has been achieved by comparing the 
literature with the findings to ensure that the data remain connected to existing theory. 
This involved making theoretical comparisons applied across different settings.  
3.10.4 Reliability 
Reliability concerns the extent to which a method consistently measures the item it is 
intended to measure. In this research, reliability was ensured in three ways. First, the 
project supervisor helped to manage and shape the interview program (Rao & Perry 
2003). Second, key issues identified by the researcher were jointly reviewed with the 
research project supervisor at the end of each interview round. Third, when stability 
was reached at the end of the data collection process, the findings were jointly 
reviewed and confirmed by the researcher and the research project supervisor. Further, 
the convergent interviewing technique is structured by a design that supports 
replicability. A consistent method (Williams & Lewis 2005) was applied to the 
processes of recording and noting the data as well as formulating themes from the data. 
These controls ensure that the method can be repeated by a different researcher and 




Convergent interviewing is limited by the potential for observer bias, which may be 
caused by prior background knowledge possessed by the interviewer (Riege & Nair 
2004). In addition, convergent interviewing provides only one source of data, which 
alone might be inadequate for transferring findings to other (non-supply chain 
management) contexts, unless combined with other future research (McClymont, Gow 
& Perry 2014). Cases in which it was not possible to use Skype or video conferencing 
technology to conduct the convergent interviews, implied verbal cues of 
communication, such as body language, were unobservable. 
3.12 Chapter summary 
In this chapter, the design of the research project was discussed. A detailed description 
was provided of the techniques used for data collection and data analysis. The chapter 
justified selecting constructivism as a paradigm for the research project and convergent 
interviewing for collecting the data. Constructivism and convergent interviewing were 
introduced as methods to address the research question, which explores the factors 
affecting information quality in supply chains spanning different business systems. 
Chapter 4 uses data collected from supply chain participants in the FMCG and service 




Chapter 4: Findings 
4.1 Introduction 
The research question for this study is ‘what are the factors that affect information 
quality in supply chains spanning different cultures?’ As noted in the methodology 
chapter, an inductive analysis approach was adopted because the literature contains 
inconsistent findings relating to key information quality relationships, such as the 
effect of specific dimensions of information quality on information flow. To resolve 
these conflicts, this analysis has generated and categorised a large body of evidence 
that explains the relationships between characteristics of supply chain information 
management and information quality. The findings presented in this chapter are based 
on 1,254 relationship statements gained from 21 detailed interviews. 
A list of 79 supply chain managers were identified through the researcher’s 
professional network and subsequent snowballing to additional contacts to identify 
more potential participants. A further seven participants were identified afterwards 
through the initial contact and project discussion process. Some 25 of these supply 
chain managers (31.6%) agreed to participate. Later, however, the data from four 
managers were excluded from the study because the managers were unable to 
demonstrate sufficient knowledge of the phenomena. The participants included 12 
procurement managers, five human resource managers and four outbound logistics 
managers. Each of the managers within these groups either represented an Ubuntu 
management culture company (UMCC) or a non-Ubuntu management culture 
company (NMCC). An UMCC is an entity owned and managed, primarily, by people 
who identify with Ubuntu culture. Such people are South Africans of African descent 
and are completely embedded in the Ubuntu cultural community. An NMCC refers to 
a Western-owned organisation, identifying with Eurocentric culture. Individuals 
within this group are regarded as observers of the Ubuntu phenomena under review. 
As such, these individuals mostly fall outside of the Ubuntu cultural community. 
However, their positioning as managers operating within the same supply chain as 
UMCC managers justified considering their observations. The UMCC and NMCC 
groups consisted of 11 and 10 participants respectively. 
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The participants have been further classed by race, gender, seniority and geographical 
location. In summary, nine of the supply chain managers were Black, nine were White, 
two were mixed race and one was Asian. Among the 12 procurement managers, nine 
were White, two were mixed race and one was Black. Of the five human resource 
managers, four were Black and one was Asian. The Asian participant was considered 
because of the participant’s extensive experience in developing UMCCs. All of the 
outbound logistics managers were Black. In terms of gender, eight women and 13 men 
were interviewed (see Table 9 and Appendix B). With a single exception, their level 
of seniority varied between middle and senior top management. Job titles ranged from 
category specialist to business owner and chairman. Geographically, the participants 
operated from urban areas including Johannesburg, Port Elizabeth, Cape Town, 
Bloemfontein and Pinetown as well as rural towns such as Sibasa and Mofolo. None 
of the participants withdrew from the interviewing process. 
Overall, 1,254 data points (comments) partitioned into 32 themes with a mean of 39.19 
comments and standard deviation of 18.44 were collected. The analysis of the collected 
data consolidated these themes into six topics relating to the research question. Each 
theme is introduced and described in succession. The data from which these themes 
were developed are organised into tables and supported with excerpts from the 
interviews. The excerpts show how the themes were derived from the convergent 
interviewing process and the underlying meanings of the themes. In showing the 
findings, interview citations from the participants have been presented using italic font. 
Where square brackets have been inserted, it has been to provide clarity on the context 
of those interview citations. In the tables, the presence of a tick shows that data were 
collected for a particular theme; the absence of a tick means that no data were provided 
on the theme. A summary of the findings is presented at the end of the chapter, along 
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P6 2/03/2018 2 Male NMCC Procurement Johannesburg Refrigerators 
& Cooler 
Equipment 
Head of Sales 15 4,103 
P7 5/03/2018 2 Male NMCC Procurement Port Elizabeth ICT Category 
Specialist 
5 15,000 
P8 6/03/2018 2 Male UMCC Procurement Port Elizabeth Protective 
Clothing, 
Overalls 
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Owner 17 4 
P12 12/04/2018 3 Male UMCC Outbound 
logistics 





P13 17/04/2018 3 Female UMCC Outbound 
logistics 

















P15 30/04/2018 4 Male UMCC Outbound 
logistics 





P16 30/04/2018 4 Male UMCC Human 
resource 
management 
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P18 3/05/2018 5 Male UMCC Human 
resource 
management 
Port Elizabeth Enterprise 
development 
Chairman 14 35 
P19 10/05/2018 5 Female UMCC Procurement Mofolo Panel beating 
& spray 
painting 
Owner 9 13 
P20 12/05/2018 5 Female UMCC Outbound 
logistics 
Cape Town Logistics Managing 
Director 
17 21 












4.2 Analysis results 
This section presents the findings for each of the 32 themes identified from the 
convergent interview process. These themes have been combined into six groups of 
related themes to present the findings (see Table 10). Frequencies have been included 
to indicate the degree of participant support for each. The next chapter discusses these 
relationships in the context of each of the themes and generalises the findings to the 
theory.  
Table 10: Participant support for the topics 
Group Percentage of participants identifying all items in the group 
Business culture 92% 
Decision orientation 91% 
Communication systems 95% 
Information management systems 82% 
Information performance 89% 
Supply chain performance 84% 
 
4.2.1 Business culture 
Ten themes were identified that related to business culture (see Table 11). These 
themes possessed either emotional, organisational, relational, comprehension or self-
serving properties. The emotional property of business culture includes the themes of 
temperament in meetings, need to show a high level of respect and enthusiasm of 
responses, which have the outcome of demanding respect, avoiding conflict and 
conveying an optimistic attitude towards doing business respectively. Organisational 
as a property includes the theme personal time management and relates to the extent 
to which individuals deliver supplies on time or their punctuality for meetings. The 
relational property focuses on the desire for people to build and maintain enduring 
business relationships. Relationship building interactions and use of multiple support 
media are examples of relational property themes. Comprehension includes the theme 
certainty of message content. It represents an individual’s ability to interpret messages 
 
83 
as determined by their command of business language and the clarity of communicated 
messages. Finally, the self-serving property relates to an individual’s desire to win 
business at any cost. The property includes themes such as desire for bargaining 
power, emulative transaction routines and manipulative pitching tendencies.
 
 
Table 11: Effect of business culture on information quality 
TOPIC / Theme PARTICIPANT RESPONSES TOTALS 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count 
TOPIC 1 – THE EFFECT OF BUSINESS CULTURE ON INFORMATION QUALITY  
Temperament in meetings -     - - -  -            16 
Enthusiasm of responses -     -  -              18 
Emulative transaction routines - - - - - - - - - -            11 
Manipulative pitching tendencies -       -  -       O     17 
Desire for bargaining power - - - - -  -  - - -     -      11 
Relationship-building interactions                      21 
Need to show a high level of respect - - - - - - - - -  - -    -      9 
Personal time management   O    - - - - -           14 
Certainty of message content - -   O -                17 
Use of multiple support media  -   -    -     -        17 
 Round 1 Round 2 Round 3 Round 4 Round 5  
 
 
Note: A tick represents agreement that there exists a relationship between a stated theme and information quality. An ‘O’ denotes that the participant was unable to say if a 
relationship existed or not. Issues were identified across Rounds 1, 2 and 3. For this reason, some issues did not form part of the interview process until Round 3. A hyphen ‘-’ 
in the table therefore indicates that the question was not raised either due to lack of knowledge or interview time constraints. Note that in earlier interviews, the interviewer’s 
familiarity with the phenomena was lower. However, as the interviews progressed, the interviewer was better able to elicit responses from the participants.  
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Temperament in meetings was determined to significantly affect information quality 
because of the behaviour of some senior UMCC managers. Senior UMCC managers 
were predisposed to becoming cranky in performance review meetings. Crankiness 
resulted from the direct and exacting manner of asking questions in Western culture. 
Such situations did not only create distractions in meetings but caused unnecessary 
delays in exchanging messages. Delayed message exchanges resulted because a 
disproportionate amount of time and effort was required to pacify grouchy suppliers, 
which involved exchanging messages unrelated to the meeting objectives. However, 
such exchanges became necessary for channelling grouchy suppliers back to the 
primary objective of the discussion and to draw out appropriate responses. Among the 
participants, 93% indicated a negative association between temperament in meetings 
and information quality. For instance, one participant articulated: ‘One senior B-BBEE 
supplier took offence to the way they were being questioned to get answers regarding 
allegations about them … they don’t like interrogation. He took too long to answer’ 
(P4). 
Enthusiasm of responses was found to have a major effect on information quality. This 
was because UMCC managers would typically ‘go the extra mile’ by providing more 
information than was required when submitting tenders for new business. This finding 
was supported by one participant who commented: ‘overcommunication is viewed as 
giving the customer more value for money … we have to do more than is required to 
win the contract … my culture doesn't take the back seat but for the sake of doing 
business I will do what the man says’ (P11). Accordingly, 78% of the participants 
indicated enthusiasm of responses as having a positive association with information 
quality. UMCC managers had a strong desire to succeed and consequently would do 
whatever was needed to win a new contract. Many were inexperienced companies 
seeking to gain entry into new territory. By extension, such organisations committed 
an inordinate amount of time collecting information about prospective markets. 
Combined with a willingness to impress their clients, their excessive commitment 
often resulted in divulging too much information. 
Emulative transaction routines were found to affect information quality due to 
UMCCs’ efforts to create compatible information platforms. All participants indicated 
that a positive relationship existed between such routines and information quality. The 
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positive relationship was found in UMCC managers’ voluntary participation in social 
activities typically associated with people who identified with Western culture. 
Participating in these activities enhanced UMCC managers’ availability and contact 
with NMCC managers and increased their likelihood of winning new business. Two 
participants expressed this view: ‘Sometimes you have to do what they do to get 
business, or talk how they talk … We need to understand them, so we go eat with them 
where they normally eat, in their usual restaurant, to please them … sometimes we 
will play the buyers sport such as golf or cricket’ (P11), and ‘[UMCC] managers invite 
[NMCC] managers and their cronies to play golf as they are more likely to share a lot 
of information about a tender which is coming out … in an environment which they 
feel relaxed’ (P15). 
Manipulative pitching tendencies were found to shape information quality through 
UMCCs’ ability to affect business outcomes. Manipulative pitching was enabled 
through UMCC managers’ tendency to influence the award of business contracts to 
themselves. For example, two participants stated: ‘We give gifts not just to win 
business but to show customers we are happy to deal with them’ (P12), and ‘it is 
culturally embedded for [UMCC] managers to provide gifts’ (P14). Each of the 
participants indicated that this attitude was presented either through acts of gift giving 
by UMCC managers or when UMCC managers declared their constitutional 
entitlement to participate in business. Declaration of constitutional entitlement 
occurred when UMCC managers asserted their right (legitimacy) to do business with 
NMCC managers. Extensive entitlement claiming was characterised by expression of 
intense opinions and was a mediator of manipulative pitching tendencies. The more 
entitled UMCC managers felt, the more manipulative they became. Information 
quality was affected because of the additional persuasive communication required to 
express this sentiment. All participants suggested that manipulative pitching 
tendencies were positively associated with information quality. 
The desire for bargaining power affected information quality through UMCC 
managers’ desire to defend their profit margins against NMCC managers during 
contractual negotiations. Some participants suggested that this was apparent when 
NMCC managers wielded their power over UMCC managers to secure more 
favourable business terms. Among the participants, 90% indicated a positive 
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relationship between information quality and the desire for bargaining power. 
Although Company X was not found to engage in this practice, most of the participants 
stated that it was common for NMCC managers to use their scale to obtain discounts 
from UMCC managers. UMCC managers’ need to protect profits and horse-trading by 
NMCC managers necessitated more bargaining between the channel members. One 
participant was quoted as saying: ‘If a blue-chip company wanted to hire 15 trucks 
from a logistics company, only [NMCCs] have the scale to provide this. The law 
requires that [NMCCs] subcontract 30% of their business to [UMCC] managers, 
which is where [NMCCs] get leeway to say “it is my contract, and you're just a 
subcontractor.” In construction, the [NMCC] would stipulate “you would have to let 
me buy the materials and let me hire the plant for you.” These costs, for the materials 
and for hiring, are then inflated and deducted from what is owed to the subcontracted 
[UMCC] manager. The subcontracted [UMCC] manager’s profits are eroded as a 
result of the inflated costs from the [NMCC]’ (P13). 
Relationship-building interactions were determined to have an important effect on 
information quality because they created a sense of engagement for UMCCs and 
minimised misinterpretations. The participants indicated this as occurring through 
UMCC managers’ desire to meet face to face. Face-to-face communication usually 
required some initial social interaction to establish common ground. These interactions 
were typically preceded by a relationship confirmation process such as a 15-minute 
conversation about the weather. Face-to-face communication was a critical form of 
information exchange because it simultaneously enabled the development of 
relationships along with use of visual cultural cues, which influenced information 
quality. Visual cues included facial expressions and use of sign language, both of 
which assisted the communication process and facilitated a better understanding 
between the communicating parties. Among the participants, 95% suggested a positive 
relationship between information quality and relationship-building interactions, which 
affected information quality by introducing a preliminary stage in the communication 
process, during which the relationship was affirmed before information exchanges 
could begin. For example, two participants from the UMCC group stated: ‘[UMCC] 
managers want to get as personal as possible with whomever they are selling to, so we 
always deem it necessary to first go off the record with someone” (P15), and ‘Face-
to-face communication is preferred because we can use facial expressions and interact 
 
89 
better than with media devices … I get turned off if I get a proposal from someone I 
have never spoken to. I will be comfortable after I have spoken to them’ (P14).  
The need to show a high level of respect was found to influence information quality 
due to the respectful conduct required when talking to senior UMCC managers. In the 
Ubuntu cultural environment, senior people were treated with reverence. Therefore, 
seniority was a determinant of how individuals communicated. Information quality 
was affected because people in junior positions tended to accept everything stated by 
a senior member. This had implications for the accuracy (honesty) of the information 
exchanged between junior and senior staff. For example, junior staff were less likely 
to draw attention to errors made by senior staff for fear of being regarded as impolite. 
Two participants commented: ‘when talking to a senior person there is a certain way 
to ask questions without undermining the seniority or respect associated with that 
person’ (P21), and ‘it's about the approach, the language used, the selection of words 
is very important and separates how you approach a young person versus an older 
person on the same issue’ (P20). Hence, people in junior positions tended to be 
agreeable and submissive towards senior staff. Senior staff were customarily addressed 
with a softer tone of voice. Each of the participants recognised a positive relationship 
between the need to show a high level of respect and information quality.   
The quality of information in face-to-face meetings was affected by personal time 
management because of the punctuality of UMCC managers. Some UMCC managers 
were found to be characteristically unpunctual, which resulted in cancellations of 
meetings and missed opportunities to exchange information. One participant described 
an event at which tenders were due to be submitted: ‘Most people failed to submit [in 
person] because the traffic jam was 3–5 km long and could not get there on time’ 
(P14). It is apparent from this example that missed opportunities to communicate 
severely restrict information quality, particularly in the case of information obtained 
from face-to-face interactions. Cancelled meetings also delayed the progression of 
connected informational events, which depended on the occurrence of these initial 
meetings. Among participants, 62% indicated a positive relationship between personal 
time management and information quality.  
Certainty of message content affected information quality because of the readability 
of submitted templates and interpretation of communicated words. Poor readability of 
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templates was a result of language barriers between the two cultural groups. Language 
barriers became apparent when, for example, an Afrikaans NMCC chose to deal with 
a Xhosa-speaking person in Afrikaans, a language in which they were not fluent. 
Language had a greater effect on information quality in more complex exchanges, such 
as contract signing rather than for information quality in basic information exchanges, 
such as understanding of business needs. Misunderstandings commonly resulted from 
misunderstanding language that outlined contractual expectations. In these situations, 
the perception of information quality was affected by education, experience and 
literacy levels, which in turn influenced the time taken to interpret and respond to the 
content of legal agreements. Further, information quality was affected because of the 
additional need to go backwards and forwards to obtain clarity. Information quality 
was reduced when UMCC managers dedicated a disproportionate amount of time to 
attempting to decode unclear messages before they sought external assistance. UMCC 
managers’ disinclination to urgently consult others for clarity resulted from not 
wanting to be perceived as inadequate. Similarly, misunderstanding the context of 
emails and word pronunciations further affected information quality. Such situations 
resulted in a request, from one party to the other, to rephrase their message. There was 
100% convergence on the positive association of this theme with information quality. 
One of the UMCC participants explained: ‘Form filling is an issue for most [UMCC] 
managers in the Venda or Limpopo area. Things like writing down one's name, age 
and so on may be basic to us but a challenge for them … Some [UMCC] managers 
need mentorship, to hold their hand and to assist them to get through completing 
forms. We get comments such as “oh, is that what they are asking?” when we show 
them what is required’ (P14). 
Finally, the use of multiple support media was widespread among UMCCs. As a result, 
information quality was affected when emailing (support media) was used to provide 
updates and clarity on submitted documents. For example, one participant indicated: 
‘A follow up is required using telecommunications and email to outline requirements. 
Emails are for confirmation of details. We also communicate by email for corrections’ 
(P8). Use of multiple support media followed the initial relationship-building stage 
and reinforced development of the relationship. Information quality was affected 
when, for example, a UMCC logistics supplier used a social media device, such as 
Whatsapp, to communicate the availability of delivery trucks to NMCCs. Due to the 
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NMCC and UMCC having met in the first stage, the established relationship was 
sustained without the need for face-to-face interactions on every occasion. Given that 
face-to-face interactions consumed relatively more time than other modes of 
communication, messages were used to communicate more efficiently with the use of 
multiple support media. Information quality was indicated to have a positive 
relationship with this theme by 100% of the participants. The participants indicated 
that use of multiple support media was an alternative communication platform which 
complemented face-to-face communication. One NMCC participant was quoted as 
saying: ‘Social media is very acceptable as a form of communication in [UMCC] 
business circles. In other teams, alternative media is used to support face-to-face 
communication but not in mine’ (P17). 
Table 12 in the next section builds on Table 11 and progresses the idea of the existence 
of a relationship between the themes and information quality by assigning 
directionality to the relationship. As such, a tick in Table 12 represents a positive 
association between a described theme and information quality. In other words, where 
a tick has been applied, it suggests the occurrence of the theme will benefit information 
quality and implies a relationship between that theme and information quality. In 
contrast, a cross denotes a negative association between a theme and information 
quality. Such a theme will have an unfavourable effect on information quality when it 
occurs. For the following themes, the same approach is adopted to analyse the direction 
of association between them and information quality. In the next sections, only one 
table is presented for the dual purpose of identifying the existence of a relationship as 




Table 12: Effect of business culture on information quality 
TOPIC/Theme PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 1 – THE EFFECT OF BUSINESS CULTURE ON INFORMATION QUALITY  92 
Temperament in 
meetings 
-  X X X - - - X - X  X X X X X X X X X 14 93 
Enthusiasm of responses -  X   -  -     X X  X      14 78 
Emulative transaction 
routines 
- - - - - - - - - -            11 100 
Manipulative pitching 
tendencies 
-       -  -       O     17 100 
Desire for bargaining 
power 
- - - - -  -  - - -     - X     10 91 
Relationship-building 
interactions 
                 X    20 95 
The need to show a high 
level of respect 
- - - - - - - - -  - -    -      9 100 
Personal time 
management 
X X O  X  - - - - -       X   X 9 64 
Certainty of message 
content 
- -   O -                17 100 
Use of multiple support 
media 
 -   -    -     -        17 100 
 Round 1 Round 2 Round 3 Round 4 Round 5   
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4.2.2 Communication systems 
Five themes were identified as relating to communication systems. They possessed 
one of three features: a strong desire to participate, unique expressive conventions or 
performance-led communication. A strong desire to participate was underpinned by 
the themes opportunistic predisposition and communication immediacy. Both of these 
themes indicate an insistence to engage in business activities and an urgency to be 
empowered. As such, opportunistic predisposition represents a tendency to be elated 
when an opportunity to do business with an NMCC arises. Similarly, communication 
immediacy indicates an ‘I want it now’ as opposed to a ‘sit and wait’ predisposition. 
Next, unique expressive conventions include knowledge of local protocols and no fear 
of losing power and trust. They are symbolic of cultural communication nuances 
present among certain population groups. For example, taking long pauses between 
spoken words is a symbol of respect, humility and careful consideration of words. No 
fear of losing power and trust indicates willingness to divulge information after a 
contract has been secured, without anxiety of being exposed to the other party in a 
transaction. Last, performance-led communication comprised target-oriented 
communication, which concerns the exchanging of agreements that specify service 
delivery requirements. The themes are listed in Table 13 below. 
No fear of losing power and trust was found to affect information quality significantly, 
because UMCCs tended to share information cautiously after a bid had been awarded 
to them. Information quality is diminished because of UMCC managers’ unwillingness 
to share information with NMCC managers and among themselves. One participant 
indicated: ‘It’s not an easy task for [UMCC] managers to share information with their 
customers. [UMCC] managers are afraid of competition, we worry that the customer 
might go away and do the very same thing. [UMCC] managers fear that if they disclose 
too much it might expose their weaknesses’ (P16). This predisposition resulted from 
UMCCs being suspicious of what these parties might do with this information. 
Therefore, availability of information was enhanced when level of trust was increased. 
Trust moderated willingness to share information. Opportunities were found to 
positively affect willingness to share information. As a result, UMCCs had a greater 
tendency to share information when there was a foreseeable benefit. Of the 
participants, 93% indicated no fear of losing power and trust as being positively related 
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with information quality. The participants indicated that this characteristic was 
highlighted when requests for information were ignored by UMCCs.  
Communication immediacy was also found to affect information quality in business 
transactions between UMCCs and NMCCs. Some UMCCs were inclined to be short 
term in focus and sought instant gratification. A short-term focus implied that 
information exchanges concentrated on immediate rather than future outcomes. Little 
effort was directed to forward planning or improving current communication processes 
because some UMCCs did not foresee their businesses operating beyond one year. 
Communication was aimed at accumulating wealth quickly to satisfy their ‘hand-to-
mouth’ or ‘live-for-today’ approach to life. For this reason, information about future 
events was limited. Given the impatient nature of some UMCC managers, information 
exchanges were accelerated to satisfy their ambition. Communication immediacy was 
positively associated with information quality by 100% of participants. One stated: 
‘People who finished school or who dropped out may be sitting in a township. They 
hear of tenders [invitations to tender] and say “let me go and do business”. We call 
them situational suppliers. They don’t want to be sitting and doing nothing so they 
submit tenders. They are opportunistic and want money now. Some of them will be 
given work through the 30% [affirmative] legislation so they do not even need to 
tender, to only find out that they don’t have money to buy cement and bricks [inputs]. 
They will then sell their business to another [NMCC] and settle for R10,000, so they 
can put food on the table’ (P13). 
Knowledge of local communication protocols influenced information quality because 
of the amount of time some UMCC managers took to express themselves. One 
participant commented: ‘Senior suppliers pause because they want to get it right … 
there are native languages in which you do pause. Pausing allows your words to come 
out the way you want, there is no rush. Pausing is also symbolic of respect and 
humility’ (P11). Delayed communication, with long pauses expressed between spoken 
words, affected engagement and the speed of information exchanges. UMCC 
managers were considered very approachable and happy to talk for long periods, thus 
requiring a degree of patience. Unknowing Westerners would find long pauses 
uncomfortable and consider them to slow the transmission of information. Of the 
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participants, 95% indicated knowledge of local communication protocols were 
positively correlated with information quality.  
Opportunistic predisposition was a common feature of UMCC business transactions 
and determined as having a significant effect on information quality. This was a result 
of UMCC managers’ enthusiasm to do business with NMCCs. One participant 
mentioned: ‘You find [UMCC] entities more willing to trade with [NMCC] entities 
than among themselves. There is a view that [NMCC] folks are better at what they do. 
They are more professional. [UMCC] managers are not so confident in their abilities 
to do some things’ (P15). A positive relationship between information quality and this 
theme was suggested by 100% of participants. Information quality is affected because 
a high opportunistic predisposition manifests as a high degree of availability or 
attention on the part of UMCC managers. The participants indicated that some UMCC 
managers thought that NMCC managers were exceptional. For this reason, UMCC 
managers were highly regarded in the business community if they had a reputation for 
doing business with NMCCs.  
Target-oriented communication was identified to have a significant effect on 
information quality because of NMCC contractual stipulations on UMCCs to provide 
information within specific time frames. Contractual stipulations determined the 
scheduling of events, which were preceded, accompanied and succeeded by an 
exchange of information. Service level credits and penalties were built into contracts 
to ensure adherence to these communicative deadlines. The more stringent the 
enforcements (penalties) and reinforcements (service level credits), the greater the 
adherence to the stipulations and thus the effect on information quality. Information 
quality was also moderated by the longevity of the NMCC and UMCC relationship, 
which was, in part, determined by agreement as well as the consistent achievement of 
contractual stipulations. Consistent achievement of contractual stipulations led to 
contract renewals and prolonged business relationships. A positive relationship was 
suggested between this theme and information quality by 83% of participants. The 
participants indicated that the positive relationship is evident in periodic evaluations 
of information performance against stated targets within business agreements between 
UMCCs and NMCCs. One participant indicated: ‘[Company X] has a service level 
agreement with us. It says that they expect communication and our feedback within 12 
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hours of them requesting it. [Company X] evaluates us in relation to required response 





Table 13: Effect of communication systems on information quality 
TOPIC/Theme PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 2 – THE EFFECT OF COMMUNICATION SYSTEMS ON INFORMATION QUALITY  95 
No fear of losing power 
and trust 
 -  -  - - - -  -       X    13 93 
Communication 
immediacy 
 O   - - - -            O  15 100 
Knowledge of 
communication protocols 
-     -            X    18 95 
Opportunistic 
predisposition 
- - -  - - - O  -            13 100 
Target-oriented 
communication 
- -  O -    - - -  X O O    X   10 83 




4.2.3 Decision orientation 
Two themes were determined that were connected to decision orientation. Decision 
orientation demonstrates a tendency to include others in meetings (inclusive 
negotiations) as well as the importance attached to immediate decision making (sense 
of urgency for decision outcomes). Inclusive negotiations represent the significance 
associated with business owners’ attendance at meetings and group attendance, while 
sense of urgency for decision outcomes relates to business owners’ tendency to 
delegate tasks to junior managers. Both of these themes were found to affect the speed 
of decision making (see Table 14).   
Inclusive negotiations were found to be prevalent in UMCC business transactions and 
significantly affected information quality because UMCC managers characteristically 
attended meetings in groups. The positive association between inclusive negotiations 
and information quality was indicated by 80% of the participants. The association was 
shown to exist through the number of people participating collectively in meetings. 
UMCC managers typically attended meetings in groups of up to four people or less 
depending on the size of the transaction. Information quality was affected because all 
of the knowledgeable people and the business owner were customarily present at these 
meetings. This facilitated more content in information exchanges as well as collective 
and faster decision making. Additionally, the inclusion of others presented some 
UMCC managers as having a breadth of expertise, which added to their credibility. A 
participant from the UMCC group commented: ‘I attend meetings as the owner 
because I need to hear the customer’s needs. I usually take 2 to 3 juniors with me’ 
(P12).  
Sense of urgency for decision outcomes was identified as significant in UMCC 
decision processes and affected information quality because some UMCC managers 
did not empower junior managers to make decisions. Two participants from the 
UMCC group supported this view and commented: ‘65% of [UMCC] managers do 
not empower their juniors. I delegate sometimes, asking juniors to take notes and give 
the customers feedback later’ (P12), and ‘In general, [UMCCs] have a problem with 
delegating authority. Owners still micromanage’ (P11). This theme was found to be 
positively related with information quality. All of the participants showed the existence 
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of a positive relationship by highlighting the effect of task delegation on a UMCC’s 
ability to respond quickly and desire to receive prompt responses from NMCCs. 
Information quality was affected when owners were absent from meetings because 
account managers in attendance were expected to go back and obtain approval from 
them. This slowed the decision-making process. Faster outcomes were therefore 
achieved with senior members (or owners) in attendance because junior 
representatives did not have authority to make decisions in meetings. Additionally, 
younger UMCC managers were found to persistently demand fast decisions from 
NMCCs. One participant commented: ‘If customers don't call back, I'll be a pain, I’ll 
keep calling them. I'm the one who needs business, so I'm going to nag’ (P11). 
Information quality, in this regard, was affected by repeated phone calls from UMCC 




Table 14: Effect of decision orientation on information quality 
TOPIC/Theme PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 3 – THE EFFECT OF DECISION ORIENTATION ON INFORMATION QUALITY  91 
Inclusive negotiations  - - -    - -  -    X    X   X 12 80 
Sense of urgency for decision outcomes  -    -  O              18 100 





4.2.4 Information management systems 
Six themes were found to relate to information management systems (see Table 15). 
The themes can be separated into coordinative processes and rationalisation 
processes. Coordinative processes consist of themes such as collaborative planning, 
forecasting and replenishment, building information processing capacity and certainty 
of supplier relationships. These processes involve an NMCC’s effort to stabilise and 
harmonise its operational processes with those of its channel members. Rationalisation 
processes, on the other hand, are concerned with achieving operational efficiency. 
Such processes are included in the themes described as centralised buying information 
system, humanisation of information management systems and technological 
information management systems. 
Centralised buying information systems were found to be present in NMCC 
purchasing processes. The findings determined that information quality was restricted 
due to NMCCs’ desire to reduce the number of points of contact in their organisation 
for UMCCs. Surprisingly, a negative relationship was identified between this theme 
and information quality. All the participants affirmed the negative relationship because 
centralisation (a reduction in contact points) was at variance with UMCC managers’ 
socially interactive way of conducting business. In Western culture, centralisation of 
a buying information system would normally represent a positive relationship with 
information quality. However, this relationship is reversed in a UMCC supply chain. 
Information quality was lowered because UMCCs were not allowed to talk to different 
departments in NMCC organisations because of NMCCs’ control of the selling 
process. One participant commented: ‘Social contacts are used as a mechanism for 
gaining entry to business. Invariably [UMCCs] work very much on an interactive 
basis. Whereas [Company X] prefers standardised structures of communication’ 
(P17). 
Collaborative planning, forecasting and replenishment was also identified as a key 
element of NMCC business transactions with some UMCCs. It affected information 
quality because some UMCCs engaged in future-oriented communication with 
NMCCs, which enhanced the availability of information and signalled intentions to 
continuously exchange messages. Collaborative planning increased UMCCs’ 
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exposure to NMCCs and correspondingly heightened access to information for both 
groups. One participant mentioned: ‘During the Christmas season, [Company X] 
invites us to plan for the year ahead. We talk about what are we going to do in 
December to keep sales up in the year to come. We play an open card with them’ (P12). 
This theme was indicated to have a positive relationship with information quality by 
60% of the participants. The positive relationship with information quality was 
apparent from the encouragement and openness displayed by NMCCs to some 
UMCCs. Encouragement and openness was manifested through meetings arranged by 
NMCCs at which UMCCs were urged to present innovations and new options for the 
future. Although many of the UMCC participants had not experienced collaborative 
planning with NMCCs per se, they could conceive of it happening with other UMCCs. 
Building information processing capacity was another important finding in the 
dealings between NMCCs and UMCCs. Information quality was influenced because 
of the direction and encouragement given by NMCCs to some UMCCs to develop their 
ability to process data. The relationship between this theme and information quality 
was indicated as positive by 56% of the participants. The participants demonstrated 
the positive relationship to be perceptible through NMCCs’ instructive and guiding 
manner when dealing with some UMCCs. Information quality was affected when new 
and improved methods of processing data were introduced by NMCCs based on best-
in-class standards. Information quality was enhanced by the development and 
provision of standardised templates by NMCCs that UMCCs could use to 
communicate information. UMCCs were encouraged not to change the templates so 
as to maintain consistency of information quality and to promote information 
completeness. Information quality was also indirectly influenced when NMCCs 
assisted UMCCs to access finance to pay for technology to enhance information 
capacity. NMCCs assisted by providing a supporting letter, which could be presented 
to the UMCC’s lender. One participant provided an example stating: ‘[Company X] 
would … talk with the finance provider and contribute toward the cost of buying a 
tracking device (satellite camera) for the delivery vehicles and the [UMCC] pays the 
rest’ (P20). 
Certainty of supplier relationships had a significant effect on information quality in the 
supply chain operations incorporating both UMCCs and NMCCs. This was manifested 
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as UMCCs either not having formal agreements or multiple year contracts with 
NMCCs. The absence or longevity of contracts affected information quality by shaping 
the expectation of continued business communication. Expectations of continuity 
indicated a level of certainty to UMCCs. In some cases, the level of uncertainty was 
high and reduced information quality as a result. This was because when uncertainty 
existed about the continuity of a business relationship, channel members were 
disinclined to formulate information process improvements. Therefore, a positive 
relationship was identified between certainty of supplier relationships and information 
quality. Among the participants, 92% indicated that the positive relationship was 
demonstrated by a display of NMCCs’ willingness to formalise business relationships 
with UMCCs. Although multi-year contracts existed for some UMCCs, a large volume 
of business was done on a handshake basis. Some long-standing suppliers did not have 
contracts. One participant was quoted as saying: ‘We enter into multi-year agreements 
with [Company X], although absence of formal contracts is common. A lot of 
[UMCCs] are desperate for business and do not insist on getting contracts’ (P13). 
Humanisation of information management systems was found to be a significant 
feature of UMCC business transactions with NMCCs affecting information quality. Its 
interaction with information quality resulted because UMCCs experienced the 
exclusion of personal considerations in their dealings with NMCCs. Information 
quality was affected by perceived lower levels of consideration (sensitivity) towards 
UMCC managers. For example, the participants reported situations in which a UMCC 
manager visited an NMCC manager unannounced, only to be turned away and advised 
by the NMCC’s receptionist to send an email instead. Information quality suffered 
because of the resulting delay in communicating and missed benefits associated with 
face-to-face communication. Another example was described by a participant who 
stated: ‘A supplier was unable to supply on time due to a funeral (her daughter’s) 
which she had to attend. The [NMCC] manager then cancelled the deal saying “That 
doesn’t concern us. You should have covered it.” The business could have waited 2 to 
3 days, because it would not have damaged their trade. It was not humane’ (P19). 
Another UMCC participant was quoted as saying: ‘I felt that I should not get a lower 
rate for the service I’m giving because I am bringing a large volume of business. I 
tried to sit down with them [NMCCs] and discuss to get an understanding [of the low 
rate of service commission being offered] but they chose to respond by email and said 
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we will only give you 10%. They will never sit down with you and explain where the 
10% came from’ (P16). A positive association was found between this theme and 
information quality by 100% of the participants.  
Technological information management systems were determined to significantly 
affect information quality because UMCCs were increasingly being directed to use 
mechanistic tools to do business, rather than engage physically with NMCCs. One 
participant stated: ‘Online systems alienate people who have low levels of literacy such 
as cleaners. Buyers are not offering an alternative such as referral to a sales (help) 
desk to those who cannot use technological devices …’ (P14). Technology is gradually 
becoming an inhibitor to face-to-face interactions because it saves costs. This 
perception was supported by participants who recognised a rise in online procurement 
websites among NMCCs. Some of these websites had even introduced an online 
auctioning facility. Technological information management systems, as a theme, were 
expected to be positively associated with information quality. However, surprisingly, 
UMCC managers required a high degree of interaction to be engaged. Therefore, by 
inference, declining levels of face-to-face interactions and an increasing number of 
online interactions served to reduce information quality. A negative relationship has 
thus been recognised between technological information management systems and 





Table 15: Effect of information management systems on information quality 
TOPIC/Theme  PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 4 – THE EFFECT OF INFORMATION MANAGEMENT SYSTEMS ON INFORMATION QUALITY  82 
Building information processing capacity X -   - -  -   -  X X  X X   X X 9 56 
Centralised buying information systems - - - - - X - X - - - X X X X X X X X X X 12 100 
Collaborative planning, forecasting & 
replenishment 
- - - - -  - - - - -  X     X X X - 6 60 
Humanisation of information management systems - - - - -  -  - - -           12 100 
Certainty of supplier relationships - -  - -  - - - -  X          12 92 
Technological information management systems - - - - - X - X - - -  X X X X X X X X O 10 91 





4.2.5 Information performance 
Eight themes were identified relating to information performance. These themes are 
shown in Table 16 and fall into one of three classifications: information reachability, 
information reliability or striving for information excellence. Information reachability 
relates to supply chain members’ ability to obtain information and is measured by the 
accessibility of information, availability of information and information frequency 
themes. Information reliability pertains to the degree to which information can be 
trusted. This is evaluated by attributes of information such as the appropriateness of 
information, completeness of information, information accuracy and documentary 
time management. Striving for information excellence focuses on supply chain 
members’ desire to perform well, in terms of information quality, relative to 
comparable supply chains. Drive for benchmarking own performance measures this 
information performance attribute. 
Accessibility of information was found to affect information quality because of UMCC 
manager’s ability to retrieve information. Information transfers were slower because 
some UMCC managers struggled to retrieve historical information. A positive 
association was indicated between accessibility of information and information quality 
by 94% of the participants. The positive association was noticeable through its effect 
on the number of delays in supplying information and number of requests for an 
extension to deliver information. Information quality was adversely affected when 
NMCC managers repeatedly asked UMCC managers for information, only to receive 
incremental amounts on each asking occasion. UMCCs were at a loss on how to 
retrieve information and, for this reason, characteristically asked NMCCs for 
additional time to provide it. One participant from the UMCC group stated: ‘Generally 
[UMCC] managers just operate, they don't care about where they bought the last time 
and the rates they paid. They just don't record. Senior [UMCC] managers would 
struggle to trace old information’ (P16). 
Availability of information was found to significantly affect information quality 
because, anecdotally, catalogue information was not readily obtainable from some 
UMCC websites. One participant mentioned: ‘Generally, one cannot get enough 
catalogue information from [UMCC] websites, although we do have a few people with 
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catalogues’ (P19). A positive relationship between availability of information and 
information quality was suggested by 93% of the participants. The participants 
indicated that this was apparent in UMCCs’ degree of ease of providing NMCCs with 
information about their products and services. Information quality was severely 
reduced when information availability was low because of associated delays in 
receiving information or the absence thereof. Unavailability of a catalogue sometimes 
required UMCCs to create one de novo. Although a few UMCCs had websites, many 
were confined to one or two pages and contained information that was not particularly 
useful. The information was not particularly useful because details of their commercial 
offerings were underprovided.  
Information frequency was determined to have a significant effect on information 
quality because of required regular communication between supply chain members. 
NMCCs needed to communicate regularly to collect sufficient information from 
UMCCs. Among the participants, 72% indicated the relationship between information 
frequency and information quality was positive, as shown by a high occurrence of 
information exchanges between NMCCs and UMCCs. One participant stated: ‘A 
higher frequency of communication is required to get information out of [UMCC] 
managers’ (P3). Information frequency varied from daily to monthly depending on the 
purpose, level of information demanded by the NMCC as well as size and maturity of 
the UMCC. For example, ordering and forecasting required daily communication, 
whereas performance reporting warranted monthly, half-yearly and yearly 
interactions. Another participant was quoted as saying: ‘We communicate 5 to 6 times 
a week with [UMCC] managers’ (P7).  
Appropriateness of information was found to influence information quality because of 
UMCCs’ ability to understand the brief and provide relevant information in the first 
instance. Of the participants, 79% suggested a positive association between this theme 
and information quality. Information quality was affected by the extent to which 
requests for information provided the sought knowledge. Some instances indicated that 
appropriateness of information varied by sector or industry. For example, the 
participants identified a low appropriateness of information among UMCCs in the 
manufacturing segment compared with other business segments. Appropriateness of 
information also depended on UMCCs’ level of experience. Information quality was 
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negatively affected by UMCCs that were less familiar with the informational 
requirements of a new environment. One participant stated: ‘[UMCC] managers do 
not provide relevant information at the first request, we often need to reclarify” (P17). 
Completeness of information influenced information quality because of a frequent lack 
of information in documents submitted by UMCCs. A lack of information meant that 
more information exchanges were required to achieve the desired level of information 
quality and information usefulness. A positive relationship was suggested between 
completeness of information and information quality by 93% of the participants. This 
relationship was manifested in the required number of follow ups for missing 
information by NMCCs. The participants recognised that significantly more time and 
effort was needed to obtain information from UMCCs compared with other suppliers 
because they did not always submit everything that was required. One participant 
further indicated: ‘It is common for [UMCC] managers to redo work because it usually 
is not up to the standard of [NMCC] managers’ (P20). 
Information accuracy was found to be a reflection of UMCC managers’ attention to 
detail. Inaccuracies were identified as occurring because of formatting and data errors 
in shared documents. One participant from the NMCC group stated: ‘Often, I have had 
information that they have shared with me which is inaccurate or wrong. When I have 
got the information, it was inaccurate based on my own assumptions of what the 
reasonable cost of production and margin would be. I find that [UMCC] managers 
have a low attention to detail. UMCC managers are more “big picture” as opposed 
to detailed. [UMCC] managers do not seem to have the same hang ups as [NMCC] 
managers around the quality of information’ (P17). Information quality was affected 
by the frequency of corrections needed to deliver the required level of information 
accuracy. A positive association was indicated between information accuracy and 
information quality by 95% of the participants. The positive association was apparent 
in the number of restatements requested by NMCCs from UMCCs. Specific details 
often needed to be pinpointed by NMCC managers and this was reported as frustrating 
by the participants. UMCC managers were faulted for spelling mistakes, improper 
presentation and coding of documents. In addition, anomalies were found in the figures 
that UMCCs submitted because they had not been sufficiently checked. Further 
UMCC–NMCC communication was needed to address such issues.  
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Documentary time management was a common feature in the exchange of information 
between NMCCs and UMCCs. The findings determined that it significantly affected 
information quality, often manifested as a delay in returning paperwork to NMCCs. 
As one participant explained: ‘Some [UMCC] managers take time to return delivery 
notes and other paperwork, you must phone and send emails to chase’ (P12). A 
positive relationship was indicated by 100% of the participants, who acknowledged 
that UMCC managers took long periods to assemble information. In some instances 
when information was readily available, NMCC managers were still forced to wait. In 
these situations, information quality suffered and business opportunities were lost 
because of poor NMCC access to information and NMCC loss of patience. NMCCs 
would typically choose an alternative supplier rather than pursue delayed information.   
Drive for benchmarking own performance was found to significantly affect 
information quality because of the lack of performance measurement systems in 
UMCCs. A positive relationship was suggested between the drive to benchmark own 
performance and information quality by 69% of the participants. The positive 
association was evident in a lack of UMCCs’ use of metrics to evaluate their 
performance relative to others. Information quality was affected because of a low will 
among UMCCs to achieve best-in-class information performance. By inference, 
information quality was lower than it should be when compared with top performing 
suppliers. Although some participants recognised that the drive to benchmark own 
performance varied among different industries because of differing maturity levels, 
benchmarking was infrequent. This was because a disproportionate number of UMCCs 
were new entrants in the commercial industry. One participant stated: ‘It’s rare for 
[UMCCs] to measure themselves. If they do, it’s generally around output [number of 




Table 16: Information Performance 
TOPIC/Theme PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 5 - INFORMATION PERFORMANCE  89 
Accessibility of information   X       - -            18 94 
Availability of information  -  - -  - -   - X  -        13 93 
Appropriateness of information  - -     -  - - - X -    X   X 11 79 
Completeness of information - -     - -  - - X    O      13 93 
Information accuracy     O       X          19 95 
Information frequency    X X -  X  - X     X    O  13 72 
Drive for benchmarking own performance - -   - - - - - - X  X  X      X 9 69 
Documentary time management  - -   -     O     -      16 100 





4.2.6 Supply chain performance 
Supply chain performance demonstrates supply chain members’ ability to deliver 
business requirements and is reflected in the theme ability to meet supply obligations 
(see Table 17). Ability to meet supply obligations affected information quality because 
of UMCCs’ ability to provide compliance documentation. The findings determined 
that UMCCs found it difficult to provide compliance documents and were less 
thorough in following regulations. Such tendencies reduced information quality. A 
positive association between information quality and supply chain performance was 
suggested by 84% of the participants. Participants indicated the positive association 
was demonstrable through delivery outcomes. Some UMCCs were found not to be 
able to deliver commitments because of not having adequate space to store large 
orders. Such failure to deliver supply commitments affects information quality by 
reducing the credibility and certainty of information provided. Similarly, information 
dishonesty was a common feature, which resulted when UMCCs accepted new orders 
knowing that they had insufficient capacity to supply them. Information dishonesty 
negatively affected information quality as a result. One participant further stated: ‘A 
printer who does merchandising may have the capacity to deliver but they may 
overcommit by committing to multiple customers. If we all peak at the same time they 





Table 17: Supply chain performance 
TOPIC/Theme PARTICIPANT RESPONSES STRENGTH 
 
 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 Count % 
TOPIC 6 - SUPPLY CHAIN PERFORMANCE 16 84 
Ability to meet supply obligations  -         -  X  X      X 16 84 





4.3 Chapter summary 
The data analysis identified 32 themes. These themes were broadly either performance 
based, system based or culture based in nature. The performance-based themes were 
primarily focused on the achievement of operational outcomes, while the system-based 
themes largely concentrated on supply chain business processes and conventions 
followed by UMCCs and NMCCs. The culture-based themes largely addressed the 
UMCC business practices that were strongly linked to their culture. These themes 
collectively created an information environment that affected the level of information 
quality.  
In the next chapter, the themes relating strongly to information quality are compared 
with the literature and used to answer the research question on the factors affecting 
information quality in supply chains spanning different cultures. These themes provide 
a foundation for generalising the operational concepts to theory. This is the subject of 
Chapter 5. Chapter 6 discusses the practical implications and determines the roles 
NMCCs and UMCCs could play to improve information quality in supply chains. 




Chapter 5: Discussion 
5.1 Introduction 
The findings have produced a number of interesting challenges to and extensions of 
the literature, which will now be considered. The findings make a contribution to areas 
of the supply chain information quality literature considering the effect of behavioural 
traits, personal attitudes, culture, interorganisational relationships, decision making, 
information exchanges, time perception, market rivalry and supplier maturity. In 
addition to extending the literature, this chapter introduces new relationships between 
information quality and previously unconsidered variables, as well as presents 
empirical evidence in support of relationships hypothesised in the literature. This 
chapter makes asymmetric contributions to different aspects of the literature; as such, 
the contributions have been arranged in descending order of significance. Therefore, 
the chapter begins with a discussion of the information quality dimensions that connect 
the most with the literature. The chapter ends with a summary of the theoretical 
implications, a discussion of the practical importance of these findings and a 
diagrammatic representation of the relationships identified in this chapter. 
5.2 Discussion of findings 
Several themes identified in Chapter 4 were not present in the information quality 
literature, and have been excluded from this chapter because the identified 
relationships incorporating these variables do not make a manifest contribution to the 
information quality literature (though they do make a contribution to the international 
business, information systems and supply chain performance literature). These 
relationships have been useful, however, in providing supportive evidence for the 
mechanisms behind the relationships discussed in this chapter. Of the 32 themes 
identified in Chapter 4, 16 were found to be present in relationships that contributed 
to the information quality literature. A list of the 16 excluded themes is provided in 




Table 18:  Excluded themes (not in the information quality literature) 
Topic Excluded themes 
Topic 1 Business culture Temperament in meetings, emulative transaction 
routines, manipulative pitching tendencies, 
desire for bargaining power, relationship-
building interactions, reverence for senior 
members, use of multiple support media 
Topic 3 Communication systems Knowledge of local communication protocols, 
opportunistic predisposition 
Topic 4 Information management systems Building information processing capacity, 
centralised buying information systems, 
collaborative planning, forecasting and 
replenishment, certainty of supplier 
relationships, technological information 
management systems 
Topic 5 Information performance Drive for benchmarking own performance 
Topic 6 Supply chain performance Ability to meet supply obligations 
 
Table 19 compares dimensions of information quality identified in the literature with 
the dimensions (themes) identified in this research relating directly to information 
quality. For convenience, the 16 identified themes that relate to information quality 
have been grouped on the basis of their similarity to the literature. Some similar 
dimensions from the literature have been grouped into a single dimension to facilitate 
discussion in this chapter; for example, ‘currency’ and ‘recency’ have been combined. 




Table 19: Information quality dimensions identified in this research and the 
literature 
Dimension from this research Dimension 
from the 
literature 
Papers publishing on this topic 
Information accuracy Accuracy  (Arazy & Kopak 2011; Badenhorst, 
Maurer & Brevis-Landsberg 2013; 
Bailey & Pearson 1983; Cardoso, Leite 
& de Aquino 2016; Chavez et al. 2015; 
Chen et al. 2011; Ge & Helfert 2013; 
Kahn, Strong & Wang 2002; Li & Lin 
2006; Mithas, Ramasubbu & 
Sambamurthy 2011; Neumann & Segev 
1979; Valdes et al. 2016; Vijayasarathy 
& Robey 1997; You, Kim & Lim 2016; 
Zhou & Benton 2007) 
Completeness of information; No 
fear of losing power and trust; 
Inclusive negotiations 
Completeness (Ahituv, Igbaria & Sella 1998; Arazy & 
Kopak 2011; Badenhorst, Maurer & 
Brevis-Landsberg 2013; Bailey & 
Pearson 1983; Chavez et al. 2015; Chen 
et al. 2011; Ge & Helfert 2013; Kahn, 
Strong & Wang 2002; Li & Lin 2006; 
Myrelid & Jonsson 2019; Vijayasarathy 
& Robey 1997; You, Kim & Lim 2016; 
Zhou & Benton 2007) 
Information accuracy Reliability (Badenhorst, Maurer & Brevis-
Landsberg 2013; Bailey & Pearson 
1983; Chavez et al. 2015; Chen et al. 
2011; Ge & Helfert 2013; Kahn, Strong 
& Wang 2002; Küçükdurmaz et al. 
2015; Li & Lin 2006; Mithas, 
Ramasubbu & Sambamurthy 2011; Ou, 
Zhao & Zhou 2018; Stoel, Ballou & 
Heitger 2017; Vedder 2005; You, Kim & 
Lim 2016) 
Appropriateness of information; 
Enthusiasm of responses 
Relevance (Arazy & Kopak 2011; Badenhorst, 
Maurer & Brevis-Landsberg 2013; 
Bailey & Pearson 1983; Haimerl & Fries 
2010; Kahn, Strong & Wang 2002; 
Letzring, Wells & Funder 2006; Ou, 
Zhao & Zhou 2018; Sriram & Laksmana 
2006; Stoel, Ballou & Heitger 2017; 
Wiengarten et al. 2010; You, Kim & 
Lim 2016; Zhou & Benton 2007) 
Personal time management, 
Documentary time management & 
Target-oriented communication, 
Humanisation of information 
management systems, Urgency for 
decision outcomes, Accessibility of 
information, Completeness of 
information, Ability to meet supply 
obligations, Communication 
immediacy 
Timeliness (Badenhorst, Maurer & Brevis-
Landsberg 2013; Bailey & Pearson 
1983; Bourland, Powell & Pyke 1996; 
Chavez et al. 2015; Chen et al. 2011; 
Kahn, Strong & Wang 2002; Lee & 
Billington 1992; Li & Lin 2006; Mithas, 
Ramasubbu & Sambamurthy 2011; 
Strandhagen, Arica & Dreyer 2014; 




Dimension from this research Dimension 
from the 
literature 
Papers publishing on this topic 
Currency (Bailey & Pearson 1983; Fuhrman et al. 
2011; Neumann & Segev 1979; Randall 
& Wolff 1994; Uspenskij 2017) 
Accessibility of information Accessibility (Badenhorst, Maurer & Brevis-
Landsberg 2013; Bin 2009; Kahn, Strong 
& Wang 2002; Myrelid & Jonsson 2019; 
Strandhagen, Arica & Dreyer 2014; You, 
Kim & Lim 2016; Zhou & Benton 2007; 
Zimmer, Henry & Butler 2007) 
Availability of information; 
Appropriateness of information; 
Information frequency, 
Completeness of information, 
Personal time management & 
Documentary time management 
Usefulness (Chen et al. 2011; Haimerl & Fries 2010; 
Kahn, Strong & Wang 2002; Li & Lin 
2006; Myrelid & Jonsson 2019; Peng et 
al. 2016; Winkler, Kleinmann & König 
2013; You, Kim & Lim 2016) 
Certainty of message content, 
Information accuracy, 
Appropriateness of information, 
Availability of information, 
Completeness of information, 
Documentary time management, 
Personal time management, 
Inclusive negotiations & No fear of 
losing power and trust 
Content (Bailey & Pearson 1983; Kahn, Strong & 
Wang 2002; Ling & Goddard 1989; 
McLuhan 1994; Neumann & Segev 
1979; Thielsch & Hirschfeld 2019; 
Weaver 1949; You, Kim & Lim 2016) 
Certainty of message content Interpretability (Chen et al. 2011; Kahn, Strong & Wang 
2002; Myrelid & Jonsson 2019; Valdes 
et al. 2016; Vessey 1991; You, Kim & 
Lim 2016) 
Availability of information Availability (Chen et al. 2011; Kahn, Strong & Wang 
2002; Myrelid & Jonsson 2019; 
Strandhagen, Arica & Dreyer 2014; 
Zhou & Benton 2007) 
Information frequency Frequency (Lurie & Swaminathan 2009; Neumann 
& Segev 1979; Zhou & Benton 2007) 
Information accuracy, Inclusive 
negotiations & Information 
dishonesty 
Credibility (McGinnies & Ward 1980; Petty, 
Cacioppo & Schumann 1983) 
Information accuracy, Completeness 
of information, Appropriateness of 
information 
Acceptability (Badenhorst, Maurer & Brevis-
Landsberg 2013; Kahn, Strong & Wang 
2002) 
 
All of the information quality dimensions identified in the literature were confirmed 
as relevant in the data analysis, along with one new dimension not previously 
considered in the literature: information dishonesty. Many of the mechanisms of the 
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effect of these dimensions identified in this research, however, were not identified in 
the literature. Information dishonesty related to situations in which suppliers 
intentionally falsified their capacity to supply goods and services. Such behaviour was 
motivated by a strong desire to attract sales, which resulted in UMCCs committing to 
supply obligations, regardless of their inability to meet those commitments. This 
finding was both similar and at variance with the dishonesty literature. For example, 
according to the dishonesty literature, information is communicated dishonestly when 
individuals expect certain benefits. Pornpattananangkul, Zhen and Yu (2018) 
categorised these benefits as prosocial, self-serving or both. Hydock (2018, p. 8) 
empirically found that some individuals consciously misrepresent information to 
enhance their eligibility to participate in an event, as was found in this research. 
However, Balasubramanian, Bennett and Pierce (2017, p. 442) found that the 
relationship between information dishonesty and expected benefits was non-linear: 
information dishonesty occurred up to a specific point beyond which the costs (risk of 
detection, guilt and self-humiliation) outweigh the expected benefits. As a result, 
individuals engaged in levels of information dishonesty that yielded less than the 
utmost potential benefit. These motivations for information dishonesty are not 
considered in the information quality literature, which may explain why information 
dishonesty is not cited as a dimension of information quality. Another possible 
explanation for its absence is the positivist orientation of the information quality 
literature, which tends to use positive naming conventions for its dimensions. 
Therefore, negative descriptors of information quality inherently fall outside its scope 
and tend to be excluded from information quality literature. Interestingly, the 
information quality literature also has a bias towards the positive and mediating 
(interactive) role of information quality on organisational systems, relationships and 
performance.  
5.2.1 Information accuracy 
Information accuracy was found to affect the format and content of information 
transferred in the supply chain. Neumann and Segev (1979) identified strong positive 
correlations between information accuracy and content, information accuracy and 
frequency, and information accuracy and currency in the banking sector. Similarly, Li 
and Lin (2006, p. 1653) hypothesised that increasing the frequency of information-
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sharing activities in supply chains yields higher information accuracy. The findings in 
this thesis contribute to the literature by empirically demonstrating that frequency has 
a significant effect on content and information accuracy. This is particularly interesting 
because the literature does not explain the mechanisms through which frequency 
affects content and accuracy. The literature only identifies a positive relationship 
between these dimensions. Analysis of the data indicated that efforts to correct 
information inaccuracies led to an increased frequency of communication or 
discontinued business relationships, as shown in Figure 2. Increased frequency of 
communication enabled UMCCs to learn to locate anomalies in their reports, from 
more experienced supply chain members. Further, the threat of a discontinued business 
relationship provided motivation to avoid repetition of errors.  
 
Figure 2: A mechanism for information accuracy in supply chains 
The identified connections between frequency and accuracy, as well as content and 
accuracy, are important because they show that an increase in information sharing 
enhances information content and information accuracy. Improved information 
content and accuracy can, in turn, lead to better business relationships. This conflicts 
with Vijayasarathy and Robey (1997, p. 82), who found that information quality, 
measured by information accuracy, had no effect on business relationships. However, 
their article was restricted to mail survey responses, largely from general merchandise 
stores in the retail industry. The purpose of their article was to examine the effects of 
EDI use on interorganisational relationships. Most (89.6%) of their respondents had 
limited experience (no more than five years) using EDI. Therefore, Vijayasarathy and 
Robey’s (1997) findings may not be generalisable to theory.  
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The findings in this thesis add further to the literature. The participants found personal 
attributes and cultural orientations to be drivers of information accuracy, which was 
found to be affected by attributes such as attentiveness to detail, data detail level 
preference, error tolerance, literacy levels and information dishonesty. The effect of 
information dishonesty on information accuracy was found to be incorporated in the 
task of supply chain operational planning. The risk of inaccuracies that resulted from 
information dishonesty led to the introduction of additional NMCCs into the supply 
chain, whose presence safeguarded against UMCCs’ failure to meet supply obligations 
(see Figure 3).  
 
Figure 3: Effect of information dishonesty in supply chain operational planning 
Cardoso, Leite and de Aquino (2016, p. 10) also empirically found that 
‘overconfidence’, as a personal attribute, was harmful to information accuracy because 
it led to judgement errors. In their article, people who perceived themselves to perform 
better than their colleagues were more likely to make errors than those who did not 
value themselves too highly. The findings in this thesis extend the literature by 
providing evidence of the effect of personal attributes on information accuracy in 
supply chains. Surprisingly, the data analysis did not find information accuracy to be 
improved with shorter supply chains, as identified by Li and Lin (2006). This 
difference may have arisen from the wide scope of their article, in which five cross-
functional areas were represented, including purchasing, manufacturing, production, 
distribution and sales. This research project analyses a supply chain from the 
perspective of three functional groups: procurement, human resource management and 
outbound logistics.  
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Because of their limited attention to detail, UMCCs were frequently assigned by 
NMCCs to supporting activities, such as logistics and procurement, as well as to 
marketing services. The cooperation and information-sharing activities of these 
functions are important for the supply chain to perform well and respond effectively 
to the needs of the end customer. This suggests that information accuracy, measured 
by attention to detail, may have been expected to have an effect on supply chain 
integration competency, and in turn, affect operational performance. However, Chavez 
et al. (2015, p. 92) found that information quality only had a partial mediation effect 
on the relationship between customer integration and performance, and asserted that 
material changes in information quality had no effect on performance beyond a 
specific point. This unexpected difference in findings may be explained by the 
suggestion that information quality on its own cannot improve service delivery. 
Information quality may have to be combined with other elements such as good 
interorganisational planning to improve supply chain performance. Another possible 
explanation of the difference is the observation that a significant proportion (57.6%) 
of their respondents were production (32.6%) and operations (25%) managers situated 
upstream in the supply chain. This contrasts with the findings in this thesis, in which 
the majority (80.9%) of participants were procurement (57.1%) and human resource 
(23.8%) managers. The dissimilar locations of the participants in the supply chain may 
have caused a difference in their views on the effect of information quality on 
operational performance. The personal attributes affecting information accuracy are 










No fear of losing power and trust was found to affect completeness of information. A 
number of propositions in the literature suggest that attention to detail influences 
completeness of information; for example, Ge and Helfert (2013, p. 60) hypothesised 
that the extent to which shared data addresses information needs affects completeness 
of information. The findings in this thesis add to the literature by providing evidence 
that while inattention to detail is one reason for incompleteness of information, 
intentional action to withhold information can be another. Intriguingly, UMCCs’ 
preference for higher-level data resulted in inattention to detail among them. 
Additionally, lack of trust caused UMCCs to be reserved in their messaging because 
they feared disclosure to competitors and exposure of their weaknesses. However, 
analysis of the data also determined that the number of follow ups for missing 
information and group attendance at meetings can, in some cases, positively affect the 
completeness of information. This contribution is important because completeness of 
information positively affects decision making (Ahituv, Igbaria & Sella 1998, p. 163) 
and can help to reliably determine operational needs (e.g., stock ordering quantities). 
In sum, the findings in this thesis contribute to the literature by presenting a model (see 
Figure 5) that shows elements affecting completeness of information.  
 
Figure 5: A mechanism for completeness of information 
Completeness in the findings was a confluence of completeness of information (93%), 




Information accuracy was identified as a theme in this research by 95% of the 
participants. Analysis of the data determined that correctness of document 
presentation, accuracy of coding and formatting precision affect reliability, as shown 
in Figure 6. These, in turn, led to requests for restatements. Küçükdurmaz et al. (2015, 
p. 373) hypothesised that the process by which content is produced, update frequency, 
conflict of interest and content accuracy affected reliability and hence information 
quality. Ou, Zhao and Zhou (2018, p. 44) also hypothesised faithfulness, verifiability 
and neutrality as affecting reliability. This thesis extends the literature by showing that 
attention to detail and error tolerance affect reliability, which in turn, affects 
information quality. This is interesting because NMCC supply chain members used 
their experience to identify and challenge UMCC errors. There was some dependence 
by UMCCs on experienced NMCCs to evaluate the reliability of their information. 
UMCCs’ preference for less detailed information, a finding in this thesis, is a possible 
reason for this observation. The finding is significant because if information is 
perceived to be unreliable, the source is less likely to be trusted and used a second 
time. Vedder (2005, p. 114) also found timeliness to affect reliability because outdated 
information, which may have been perceived to be accurate at a particular time, could 
later be perceived as obsolete and inaccurate. This is important because time 
management was a feature in this project and negatively affected reliability.  
 
Figure 6: Factors affecting information reliability 
5.2.4 Relevance 
Appropriateness of information (79%) and enthusiasm of responses (78%) combined 
to influence information relevance in the findings. Analysis of the data indicated that 
UMCCs’ eagerness to participate in business activities, level of experience, level of 
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understanding and familiarity with information-sharing processes affected information 
relevance. Haimerl and Fries (2010, p. 508) empirically found that information 
relevance moderated the relationship between information quality and performance. 
Similarly, Stoel, Ballou and Heitger (2017, p. 62) provided evidence of the positive 
relationships between information relevance, outcomes, confidence and competence. 
The findings in this thesis extend the literature by presenting a process through which 
the aforesaid personal and cultural characteristics (eagerness, experience, 
understanding and familiarity) affect information relevance and hence performance, 
outcomes, confidence and competence. This is significant because failing to achieve 
favourable performance or business outcomes is harmful to business relationships. 
Building long-term relationships heightens information availability and long-term 
access to relevant information (Letzring, Wells & Funder 2006, pp. 112–21; Sriram & 
Laksmana 2006, p. 2). Remarkably, some UMCCs had a tendency to share too much 
information. Underlying this tendency was a strong desire to secure new business 
contracts. To some degree, sharing too much information was due to uncertainty about 
the information required. In many cases, this resulted in the provision of unwanted 
information. As an extension to the literature, the findings in this thesis suggest that 
there are four stages or events that affect information relevance: 
• The first stage starts with a request for information from a supply chain 
member.  
• The second stage is characterised by an attempt to interpret the information 
request by the recipient supply chain member.  
• The third stage involves a decision, by the recipient supply chain member, to 
ask or not to ask the requesting supply chain member for clarity.  
• If clarity is sought, the process returns to the first stage, but the original request 
for information is reworded. If clarity is not sought, then the process advances 
to a fourth stage, which involves sending excessive information to the 




Figure 7: A mechanism for information relevance 
5.2.5 Timeliness 
Analysis of the data showed that information timeliness affects the frequency of 
meeting supply commitments. Badenhorst, Maurer and Brevis-Landsberg (2013, p. 2) 
found that information timeliness can create inventory management problems through 
the mismatching of demand and supply schedules in supply chains, while Lee and 
Billington (1992, pp. 67–8) found that information timeliness caused information 
sharing delays and subsequently slowed supply chain production processes. Bourland, 
Powell and Pyke (1996) found that timely information exchanges can improve delivery 
performance and inventory management. This research contributes to the literature by 
showing the process through which information timeliness can affect inventory 
management and delivery of supply commitments.   
 




The effect of information timeliness on inventory management and meeting supply 
commitments is significant because effective decision making, which underlies these 
tasks, is dependent on timely information (Strandhagen, Arica & Dreyer 2014). In this 
thesis, information is considered timely if it reaches decision makers sufficiently in 
advance of them needing it to guide a decision. The finding in this thesis contributes 
to the literature because it introduces the idea of stages to information timeliness. 
Information timeliness was found, in the data analysis, to be preceded by an initial 
stage and followed by secondary stages, while previous literature has considered 
information timeliness to be a standard activity. Therefore, timeliness of information 
constitutes a process with four sequential stages (see Figure 8): stage one begins with 
one or more meeting attendees requesting a decision that a representative junior 
manager is unauthorised to make, stage two involves the junior manager relaying the 
request for a decision to the business owner who was represented, stage three entails 
the business owner making a decision, and stage four ends the process with the 
business owner communicating the decision directly or indirectly to the parties who 
requested the decision.  
This phenomenon was observed in different situations involving UMCCs, including 
difficulty in interpreting supplier information templates and a reluctance to consult 
others for guidance. Another situation resulted from reluctance to delegate decision 
making to junior managers, which delayed feedback. These activities occurred at the 
initiation of information exchanges and slowed the end-to-end process. Therefore, this 
finding contributes a new dimension to the argument relating to information 
timeliness. Information timeliness now needs to be considered in relation to the 
initiation as well as the delivery phases of information exchanges.  
The literature (Badenhorst, Maurer & Brevis-Landsberg 2013), on the other hand, 
evaluates information timeliness using four criteria: the time lapse between a recipient 
1) receiving and reading data, 2) reading and responding to the data, 3) communicating 
that data is overdue and 4) the time taken to retrieve data. The different evaluation 
criteria may be explained by the different methodologies adopted in this project and 
the literature. Badenhorst, Maurer and Brevis-Landsberg’s (2013) research was 
quantitative and based on a survey that aimed only to develop information quality 
characteristics. The evaluation criteria were predetermined for use in the survey 
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instrument. In contrast, a qualitative approach was used in this research and the 
objective was to draw out a deeper understanding of the relationship between 
information timeliness and information quality.  
This thesis further contributes by showing that sense of entitlement, certainty of 
message content, experience and caution affect information timeliness and hence 
market rivalry (competitiveness). The practice of excluding UMCCs from foreign 
company supply chains for almost 50 of the last 70 years has meant that they lack 
business experience. As a result, many UMCCs have difficulty in understanding the 
content of messages, which slows their response times. Further, the corrective 
measures put into effect since the described practice ended in 1994 has created a sense 
of entitlement among some UMCCs. There also remains a lack of trust among some 
UMCCs, which makes them cautious of dealing with NMCCs. Collectively, these four 




Figure 9: Factors affecting information timeliness and market rivalry in supply 
chains 
This finding contrasts with Li and Lin (2006, p. 1645), who hypothesised that the 
desire to reduce market rivalry motivated supply chain partners to improve information 
timeliness to enhance customer satisfaction and customer loyalty. The finding in this 
thesis, therefore, adds to the literature by showing that sense of entitlement, certainty 
of message content, managerial experience and caution moderate the relationship 
between the desire to reduce market rivalry and information timeliness. This thesis is 
valuable because it suggests that personal traits and external operating conditions can 
influence information timeliness, which in turn, affects supply chain member 
competitiveness. Interestingly, this conflict occurs because little evidence was found 
of a desire to reduce market rivalry, and may be explained by the fact that the assertion 
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by Li and Lin (2006) was not empirically found. Additionally, this research focuses on 
an environment that is regulated by affirmative action laws, which can protect 
previously excluded supply chain members from market competition.  
5.2.6 Accessibility 
Accessibility of information was identified as a theme by 94% of the participants. The 
findings in this thesis demonstrate that poor recordkeeping affects accessibility of 
information. Poor recordkeeping leads to uncertainty about the retrieval of data and 
delays in the provision of information. Bin (2009, p. 527) found that task uncertainty 
moderated the relationship between accessibility of information and information 
frequency: the lower the task uncertainty, the stronger the association between these 
two dimensions of information quality. Zimmer, Henry and Butler (2007, p. 322) 
found that information source affected accessibility of information. The findings from 
this thesis challenge the literature by showing that accessibility of information affects 
information timeliness and delivery performance. This finding is fascinating because 
it highlights a series of phases experienced by UMCCs who intend to access stored 
information. For example, the participants’ process of data retrieval began with 1) a 
cognitive phase that considered where to source the information from. This was 
followed by 2), a search phase that involved visiting various websites for historical 
information. If the websites were not regularly updated with the sought information, 
3), another cognitive phase, followed before 4) searching for an alternative information 
source. The retrieval process was sometimes extended with 5), a request for additional 
time to address the request for information. In this event, the described phases were 
repeated and sometimes ended with 6) failure to supply the needed information.  
The finding is important because difficulty in accessing information causes delays that 
ultimately affect delivery performance. Such delays are worsened by UMCCs’ 
reluctance to seek help from others and a tendency to disregard difficult requests for 
information. This finding opposes Zimmer, Henry and Butler (2007, p. 321), who 
empirically found that interpersonal (relational) sources were regarded as more 
accessible relative to nonpersonal (nonrelational) sources. The difference in the 
findings might be explained by large cultural differences among the participants in this 
project, relative to those in the article. Further, the uses of IT at the time of the Zimmer, 
Henry and Butler (2007) paper might be another reason for the difference. IT is 
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gradually making nonpersonal information sources more accessible. This thesis 
contributes to the literature by showing a six-stage sequential process that needs to be 
considered when evaluating accessibility of information (see Figure 10). 
 
Figure 10: Phases of accessing information 
5.2.7 Usefulness 
The findings in this thesis show that completeness of information, appropriateness of 
information and time management affected information usefulness. Winkler, 
Kleinmann and König (2013, p. 239) and Li and Lin (2006, p. 398) empirically found 
that information usefulness affected information usage, user satisfaction and attitudes 
towards information systems. The findings in this thesis extend the literature by 
demonstrating that information omissions, delays and inappropriateness reduce 
information usage. This finding further implies that more frequent communication 
(e.g., chasing) is needed to achieve needed levels of information usefulness in some 
cases. In other cases, NMCCs switch to alternative suppliers who are better at 
supplying information instead of pursuing missing information, because UMCCs who 
omitted, delayed or provided irrelevant information were considered as not meeting 
the qualifying conditions to operate in the supply chain. This highlights the importance 
of information usefulness in the context of how it shapes attitudes towards suppliers 
and determines whether contractual relationships are initiated, sustained or 
discontinued. This finding is at variance with the literature (Peng et al. 2016, p. 162) 
that states that prior experience has no material effect on the relationship between 
information quality and information usefulness. The inconsistency is possibly 
explained by the use of female online shoppers in the retail industry as participants. 
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Further, some of the participants in the article may have been novice users of 
information, who did not know how to interpret the information they were receiving. 
The participants in this project were experienced middle- to senior-level managers 
operating in a supply chain and were drawn from both genders. In sum, this thesis 
extends the literature by showing a sequence of steps that determine whether 
information is used or not. The sequential steps are shown in Figure 11. 
 
Figure 11: A mechanism for information usefulness 
5.2.8 Content 
The findings demonstrate that certainty of message content, information accuracy, 
appropriateness of information, completeness of information, documentary time 
management, personal time management and availability of information converge to 
affect content. Neumann and Segev (1979, p. 277) empirically found that accuracy, 
frequency and currency affected content. The findings in this thesis extend the 
literature by adding certainty of message content, appropriateness of information, 
completeness of information, availability of information, time management, no fear of 
losing power and trust and inclusive negotiations into Neumann & Segev’s (1979) 
discussion of content. For example, certainty of message content relates to the clarity 
of content. Availability of information is the extent to which an information source has 
the desired content at a particular point in time. Appropriateness of information 
describes the applicability of the content, while completeness of information indicates 
the extent to which the content addresses the informational needs of a user. Time 
management affects the speed of information exchanges, which makes content 
dynamic rather than a static dimension of information quality. No fear of losing power 
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and trust and inclusive negotiations also influence the availability of information 
content, while information dishonesty moderates content accuracy. It becomes 
apparent from analysing these associations that content is inseparable from most of the 
dimensions of information quality. Neumann and Segev (1979) restricted their focus 
to only three other associated dimensions. Therefore, analysis of the data identifies 
more associations and introduces new elements to this central dimension of 
information quality, which the literature says little about. This is important because it 
is virtually impossible to discuss many dimensions of information quality without 
referring to content. Figure 12 shows the unavoidable linkage between content and 
these information quality dimensions. 
The literature (Thielsch & Hirschfeld 2019) has defined content as a collection of 
symbols that contain information in the form of text, sound, audio, images and 
alternative mediums. Communication theory literature (McLuhan 1994; Weaver 1949) 
identifies content as a key aspect of communication, with certain features that enable 
the transmission of messages, including an ability to be translated (encoded), delivered 
(transmitted), interpreted (decoded) and distorted by conflicting content (noise) during 
the communication process. The findings in this thesis introduce additional 
characteristics, such as appropriateness and completeness, which are connected to 
these features. As a result, the findings in this thesis combine with the existing 
literature to produce a more comprehensive representation of how content is affected 




        





The findings show that certainty of message content affects interpretability. Kahn, 
Strong and Wang (2002, p. 187) also found that language codes and elements affected 
interpretability, while Vessey (1991) hypothesised that matching the presentation of 
information with the structure of an individual’s cognitive scheme had an effect on 
interpretability. This thesis contributes to the literature by identifying the relationship 
between interpretability and the speed of entering legal supply chain agreements.  
 
Figure 13: The five stages of interpreting information 
The process of interpreting information was found to have five stages (see Figure 13). 
Stage one involves the presentation of a contract for signing by one supply chain 
member to another. Stage two entails a period of interpreting the wording of the 
contract by the recipient supply chain member (or addressee). Stage three is 
characterised by a cognitive phase in which the recipient supply chain member decides 
whether or not to consult another person for a better understanding of the contract. 
Stage four involves an extended period of interpreting for the recipient supply chain 
member as they attempt to understand the contract on their own, before either 
consulting others or signing the contract. Stage five involves signing and returning the 
contract. This process represents a message processing behavioural trait that is 
significant for two reasons. First, the process creates delays in exchanging information 
and the initiation of business transactions. Interestingly, this is because UMCCs were 
found to commit a significant amount of time to attempting to make sense of unclear 
contractual wording by themselves. Further, they were disinclined to readily seek 
advice from others, because they were afraid of being perceived as incompetent. 
Second, the process was sometimes associated with a low level of effectiveness 
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because of inaccuracies, which were not avoided by seeking assistance. In other cases, 
seeking assistance was ineffective if it resulted in the wrong answer being obtained. 
The latter is consistent with Valdes et al. (2016), who empirically found a trade-off 
between interpretability and accuracy in the domain of decision making in the medical 
profession.   
Surprisingly, the provision of too much information by UMCCs had no effect on 
interpretability for NMCCs. This is opposed to the hypothesis developed by You, Kim 
and Lim (2016, p. 373) that providing excessive information can affect a user’s 
capacity to accurately interpret information. The contradiction may be explained by 
NMCCs not attempting to read the documents because of time restrictions and the size 
of documents submitted by some UMCCs. The presentation of unclear templates led 
to NMCCs designing standardised templates to improve interpretability. This finding 
was consistent with You, Kim and Lim (2016, p. 372), who further hypothesised that 
people from different cultures pay attention to different visual aspects when making 
sense of information. Therefore, this thesis further contributes by presenting a model 
that shows a process to describe message processing behavioural traits with limited 
external inputs. 
5.2.10 Currency 
The findings indicated that time interval appropriateness affected information 
currency. Neumann and Segev (1979) found, using empirical evidence, that 
information currency affected information quality and ranked lower in significance 
than other dimensions such as ‘breadth, scope and reliability’ (content and accuracy). 
Randall and Wolff (1994, p. 405) empirically found that time affected the 
predictability of the correlation between intention and behaviour. The finding in this 
thesis extends the literature by proposing that time interval appropriateness affects 
information currency (enacted behaviour), and then has an effect on information 
quality. Information currency is determined by a twofold process that begins with 1) a 
mental assessment of the urgency (or priority) of an informational task, followed by 
2) enactment of the informational task according to the initial priority assessment in 
(1). The first stage of the process affects an individual’s perception of time interval 
appropriateness. The literature, however, only identifies (and focuses on) the second 
part of this process. Therefore, the findings contribute by introducing another stage to 
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the shaping of information currency. The identified relationship between time interval 
appropriateness and information quality is important for the literature because time is 
assessed and experienced differently in different cultures (Uspenskij 2017, p. 231), 
implying that different cultures have dissimilar perceptions about what is an 
appropriate time interval. An example is the finding, in this thesis, of UMCCs’ 
tendency towards late document submissions, which suggests that delayed response 
times were viewed by UMCCs as acceptable. NMCCs deemed lateness as 
unreasonable. Such misaligned perceptions between two or more channel partners 
(about the reasonableness of response times) increases the importance of information 
currency as a dimension of information quality.   
Using Uspenskij’s (2017) view of currency, past and present information experiences 
affect future perceptions of information. Information currency, defined as the interval 
between an event and its disclosure (Bailey & Pearson 1983, p. 541; Neumann & 
Segev 1979, p. 273), is influenced by the rate of information transfer on past and 
present activities and helps to inform future decisions. Hence, improvements in 
information currency can be expected to favourably shape future business performance 
outcomes. This thesis therefore advances understanding of this dimension by 
proposing that differing attitudes in the perception of time interval appropriateness 
explain variations in information currency.  
Age was found to affect time interval appropriateness perceptions. Consequently, age-
related perceptions of time interval appropriateness affected the speed of information 
transmittal. For example, analysis of the data determined that junior UMCC staff were 
more likely to want information urgently, relative to senior UMCC staff. The desire 
for urgent information can influence the currency of information. This finding is 
significant because it connects the characteristics of individuals with perceptions of 
time interval appropriateness and information currency within a single culture. 
Cultural differences and attendant perspectives about the past, present and future have 
been used to explain time perception variations in the literature. Uspenskij (2017, p. 
232), for example, only mentions causal historic events and initial states as influencing 
time perception. For this reason, both age and perceptions of time interval 
appropriateness should also be regarded as affecting information currency. 
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Contextual factors were also found to affect time interval appropriateness. One 
contextual factor was ‘sense of entitlement’, which some UMCCs adopted because of 
the legacy of the aforesaid historical practice of excluding UMCCs from economic 
activities. This caused UMCCs to have a weak sense of urgency. The previous practice 
of excluding UMCCs also implied that UMCCs lacked extensive entrepreneurial 
experience. Experience affected UMCCs’ ability to learn about and adjust to NMCCs’ 
differing perception of appropriate time intervals. Another contextual factor was 
caution. Caution caused UMCCs to withhold information because they were distrustful 
of NMCCs because of past exclusive practices. Collectively, these contextual factors 
tended to inhibit information currency by extending the length of time that information 
pre-existed before it was transferred to others. Therefore, contextual factors should be 
considered when evaluating information currency. Fuhrman et al. (2011, p. 1306) 
mention the effect of language, experience, personal traits and cultural artefacts on 
temporal reasoning and time representation. However, the literature says very little 
about how environmental (external) circumstances can condition an individual’s 
(internal) attitude towards time interval appropriateness and in turn information 
currency. This thesis further contributes by suggesting a relationship between 
information currency and information timeliness because both of these dimensions are 
affected by the same contextual factors and behavioural attributes.  
5.2.11 Availability 
Caution was found to affect the availability of information. Chen et al. (2011, p. 263) 
hypothesised that the pre-existence of information affected availability. This thesis 
extends the literature by providing empirical evidence for this dimension of 
information quality and showing how caution leads to the intentional withholding of 
information. One of the principal causes of this caution is the mistrust which some 
UMCCs have for NMCCs. Mistrust is a residual effect of South Africa’s recent 
political history, in which UMCCs’ participation in business was disallowed for nearly 
half a century. Therefore, caution is apparent as a result of this history. UMCCs were 
concerned that sharing certain information would cause them to be perceived 
unfavourably and placed at a disadvantage by NMCCs. The mechanism for this 
process has four stages, as follows (see Figure 14): 
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• Stage one begins with a request for information from a supply chain member 
to another. 
• Stage two follows with a cognitive process by the recipient member to make 
sense of the request. 
• Stage three involves the recipient member deciding whether or not to fully 
respond to the request and evaluating the possible effects of sharing the 
information. 
• Stage four involves either an act of withholding or sharing the sought 
information by the recipient member. 
 
Figure 14: A mechanism for caution as an effect on information availability 
The findings in this thesis therefore extend the literature by presenting a series of steps 
that show a mechanism for information availability in supply chains. 
A number of the participants indicated that catalogue information was not easily 
obtained. This was largely due to poor recordkeeping among UMCCs. Poor 
recordkeeping was significant because it caused delays associated with the additional 
time needed to assemble the disorganised information. Availability of information was 
also affected by different perceptions of time interval appropriateness. By extension, 
information that was not provided in a timely manner was regarded as unavailable, 
such as in cases when it was presented later than when it was needed. Certainty of 
message content resulted in interpretation difficulties for UMCCs, which led to further 
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delays in making timely information available. These delays were heightened by 
UMCCs’ reluctance to consult others for clarification of information needs. Their 
unwillingness to ask for help sometimes resulted in the provision of information that 
was incomplete or inappropriate. Incomplete and inappropriate information restricted 
the availability of information and its usefulness, because certain decisions could not 
be made without the missing elements of information (see Figure 15). 
 
Figure 15: Interaction between availability of information, information 
usefulness and decision making 
This finding contributes to the literature on the relationships between availability of 
information and the information quality dimensions of completeness of information 
and appropriateness of information. It also suggests a relationship between the 
availability of information and message processing behavioural traits such as caution, 
reluctance to consult others and organisation (recordkeeping). Collectively, these 
connections present availability of information as mediating the positive relationship 
between appropriateness and completeness of information as shown in Figure 16, and 
separating the moderating effects of inclusive negotiations and time interval 
appropriateness from caution and organisation. The relationship between these factors 
and information quality has not been considered in the literature, however, the findings 
indicate that they have an effect on information quality because of their interaction 




Figure 16: Relationship between information availability, behavioural traits and 
other dimensions of information quality 
5.2.12 Frequency 
Analysis of the data determined that information frequency positively affected 
information quality. The findings in this thesis also showed that supplier maturity and 
the quantity of information needed affected information frequency. Lurie and 
Swaminathan (2009, p. 327) empirically found that while increased information 
frequency may have an effect on response times, it does not always result in improved 
performance. The findings in this thesis adds to the literature by demonstrating that 
supplier maturity affects the amount of attention directed to UMCCs, information 
frequency and ultimately supply chain performance. This finding is noteworthy 
because increasing information frequency was considered necessary to guide relatively 
inexperienced suppliers who operated in regulated (affirmative action) supply chain 
environments. The finding is important because information frequency reduced the 
risk of failed delivery of supply commitments. This contradicts Zhou and Benton 
(2007, p. 1361) who empirically found that information frequency negatively affected 
delivery performance. They proposed, as a possible explanation, that increased 
information frequency was likely to cause order volatility and destabilise the supply 
chain. Disagreement between the literature and the findings may be explained by the 
different sample compositions. In the Zhou and Benton (2007) article, more than 50% 
of the 125 participating organisations based their manufacturing processes on a make-
to-order strategy (JIT manufacturing practice), whereas the current research primarily 
concentrates on a single supply chain with a make-to-stock strategy. More importantly, 
the participants in this project were largely suppliers of supporting activities (81%) 
and had no direct involvement in the manufacturing process. This thesis therefore 
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contributes by introducing a twofold process in determining information frequency 
between two supply chain parties. The first part involves an assessment of the maturity 
of the supply chain member. The second part is characterised by a decision involving 
the amount and frequency of communication needed for ongoing business interactions 
with the supply chain member; the lower the maturity of the supply chain member, the 
higher the frequency of information needed. The literature has not previously viewed 
information frequency as a process, but as a regular activity that occurs in isolation of 
this preceding stage. The findings in this thesis, therefore, suggest that the maturity of 
the supplier should be factored when assessing the appropriate level of information 
frequency with supply chain partners. 
5.2.13 Credibility 
Information accuracy, information dishonesty and inclusive negotiations combined to 
affect credibility. McGinnies and Ward (1980, p. 470) empirically found that 
credibility affected information acceptance. The findings extend the literature by 
showing the mechanisms through which information accuracy, information dishonesty 
and inclusive negotiations influence acceptance. This is an interesting finding because 
it illustrates that NMCCs performed an initial process of sense making (and 
reasonableness testing) before accepting information from UMCCs. Drawing on their 
experience, NMCCs would sometimes highlight mistakes and request that information 
was restated before regarding it as credible and then acceptable. This dimension may 
only have a significant effect on perceived information quality because of the presence 
of a potential for mistrust between NMCCs and UMCCs. The finding extends the 
literature by introducing a process with five stages for assessing information 




Figure 17: Process of evaluating information for credibility 
This process (or phenomenon) was observed on multiple occasions in a number of 
dimensions, including information accuracy, information usefulness and information 
acceptance. The finding reinforces the relationship between these dimensions and 
information credibility. Interestingly, this type of process is not a prevalent feature in 
the literature, although it was found to be a regular feature in this multicultural 
environment. The difference is most likely due to a lack of perceived credibility or 
previous negative information credibility experiences (assessments). From this 
finding, we can deduce that information credibility concerns lead to more extensive 
checking of information. 
A strong desire to win new business caused information dishonesty among some 
UMCCs. Information dishonesty forced NMCCs to find substitute suppliers to protect 
themselves from the possible effect of a UMCC’s failure to honour supply agreements 
because of a lack of capacity. This phenomenon is represented as a process with five 
stages, as shown in Figure 18. Stage one involves the placement of an order by one 
supply chain member with another. Stage two entails the delivery or failed delivery of 
the order. Failed delivery includes a late or incomplete order shipment. Stage three 
involves ending the transaction with the existing supplier. Stage four is characterised 
by finding a substitute supplier to deliver the order shortfall. Stage five involves an 
evaluation of the credibility of the supplier’s information based on prior experience of 




Figure 18: Process of evaluating information credibility based on supply 
commitments 
Petty, Cacioppo and Schumann (1983, p. 1983) hypothesised that persuasiveness of 
content and perceived source credibility affect credibility. However, the analysis of 
the data determined that the persuasiveness of UMCCs, on their ability to supply, had 
little effect on their perceived credibility as suppliers. This difference may be 
explained by the perception among NMCCs that UMCCs were poor at judging their 
own capacity to supply because of inexperience (or NMCCs’ unfavourable past 
experiences). Collective meeting attendance (inclusive negotiations) presented 
UMCCs as having a breadth of knowledge. To some extent, this helped to increase 
their credibility with NMCCs. The latter finding presents some interesting parallels 
with cognitive legitimacy theory, which holds that for an organisation to be perceived 
as credible (legitimate), it must demonstrate that it possesses the capability and needed 
skills to operate (Diez-Martin, Blanco-Gonzalez & Prado-Roman 2016, p. 1084). The 
findings in this thesis contribute to the literature by advancing two new processes for 
evaluating information credibility.  
5.2.14 Acceptability 
Information accuracy, completeness of information, time management and 
appropriateness of information combined to affect acceptability. Surprisingly, the 
literature offers little on acceptability as a dimension of information quality. 
Badenhorst, Maurer and Brevis-Landsberg (2013, p. 8) found user approval of the 
presentation of information to affect acceptability. This differs from the findings in 
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this thesis, which suggested that user approval was determined when certain standards 
of accuracy, completeness, time management and appropriateness were met. Failing 
to achieve these standards either resulted in an immediate termination of the 
information exchange process, a request for restatements or an appeal for more 
information from UMCCs. This process is represented as five stages in Figure 19. 
Stage one begins with a submission of documents. Stage two follows with a review of 
the received documents from stage one. Stage three involves an evaluation of the 
standard of information. If unsatisfactory, the process advances to stage four, which 
entails discontinuing the transaction, asking for a restatement or for additional 
information. Stage five ends the process with acceptance of the received information.   
 
Figure 19: Process of evaluating information for acceptability 
This finding is important because of the implication acceptability has for the continuity 
of business among partners in a supply chain. Additionally, this finding in this thesis 
adds a new model to the literature of the stages of information acceptance.  
5.3 A framework for information quality 
The model in Figure 20 shows how operational problems in the supply chain activate 
the transmission of information. It indicates how message processing behavioural traits 
interact with contextual factors (such as the remnant effects of political history) and 
cultural particularities (e.g., time interval appropriateness) to moderate the perception 
of information quality. Further, the model identifies the initial, intermediate and 
termination stages (activities) across the information transmission process. The 
literature has tended to consider the dimensions of information quality in isolation. 
This model suggests, however, that to accurately represent information quality, the 
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interactions must be incorporated. Many of the dimensions of information quality are 
interdependent constructs, as illustrated in Figures 12 and 16. For example, 
accessibility of information and timeliness are strongly connected, as are information 
interpretability and information accuracy. There is some indication of the awareness 
of interactions between the dimensions of supply chain information quality, for 
example, Arazy and Kopak (2011, p. 96) found relevance to be associated with 
accuracy because relevant information is needed to evaluate the correctness of data.  
However, the macromodel advances understanding of information quality by showing 
that information quality results from combining five sets of interrelationships in the 
information exchange process. The first set is the moderating effect of message 
processing traits and literacy on the positive relationship between information 
initiation and information cognition. Information initiation represents the start of the 
information transmission process, in which a supply chain event triggers the movement 
of information (in the form of a request). The movement of information is typically 
enabled by two or more actors within a supply chain. Information cognition represents 
the need to interpret the initiated information (i.e., the request) to allow advancement 
to the next stage of transmission. However, information cognition is affected by the 
personal characteristics of the supply chain actors in operation. Such characteristics 
include message processing traits (i.e., how actors make sense of information) and 
literacy, both of which positively moderate the relationship between the information 
initiation and information cognition stages. Literacy and message processing traits are 
important because they primarily affect information interpretation, accuracy, 
timeliness and availability. 
Second is the moderating effect of supplier managerial experience on the positive 
relationship between information acquisition and information constitution. 
Information acquisition involves the retrieval of pre-existing information or the 
assemblage of new information. When information has been acquired, it may not be 
in a format that is presentable, meaningful or useful. Therefore, information 
constitution becomes necessary, to prepare, translate or tailor the information so that 
it has meaning and is usable. Progression between the information acquisition and 
information constitution stages is affected by supplier managerial experience. The 
effects of supplier managerial experience are most notable on information currency, 
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accuracy, timeliness, relevance, usefulness, frequency, credibility, accessibility and 
content.  
Third is the moderating effect of information dishonesty and time interval 
appropriateness on the positive relationship between information content and 
information transmission. Information acquisition and information constitution 
combine to produce information content for information transmission. Information 
transmission refers to the transference of information content to the end consumer of 
the information. The positive relationship between information transmission and 
information content is affected by information dishonesty and time interval 
appropriateness. Information dishonesty is the misrepresentation of a supplier’s ability 
to supply and is motivated by the expectation of benefits (e.g., winning a contract to 
supply). Information dishonesty has a significant effect on information accuracy, 
credibility and content and has implications for supply chain operational planning (see 
Section 5.2.1). Time interval appropriateness relates to a supply chain actor’s 
perception of the amount of time that can reasonably elapse before requested 
information is provided. 
Fourth is the negative effect of contextual factors such as age, sense of entitlement and 
caution on time interval appropriateness. Contextual factors relate to attributes of 
supply chain actors and can determine the period of time that requested information 
has pre-existed. As such, contextual factors along with time interval appropriateness 
are important because they affect information currency, timeliness and availability. 
Last is the moderating effect of restatements of information on the positive relationship 
between information assessment and perception of information quality. Successful 
information transmission is followed by an information assessment by the information 
consumer to determine perceived information quality. The positive relationship 
between information assessment and perception of information quality is affected by 
restatements of information. Information assessment is significant because it affects 
information reliability, acceptability, accuracy and content.  
Unless these five interrelationships are connected, a perception of information quality 
cannot be created. Figure 20 shows the relationship between information initiation, 
information cognition, information acquisition, information constitution, information 
transmission and information assessment as a set of stages that affect perceived 
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information quality. As can be seen, the transmission of information is characterised 
by motion along a path with two or more supply chain actors who participate in 
different aspects of the process to generate information quality. The mediating stages, 
which facilitate the transmission process, are affected by intervening elements. Unlike 
other models of information quality, this model considers message processing 
behavioural traits, differing perceptions of time interval appropriateness, contextual 
factors, supplier managerial experience and information restatements as affecting 
information quality. The model suggests that the process is relatively sequential and, 










This chapter contrasted the data analysis findings with the literature relating to 
information quality. This comparison was used to create a model representing the 
mechanisms affecting information quality. In addition to making a number of 
contributions to the information quality literature, this discussion advances the 
understanding of the relationship between the dimensions of information quality. 
Contrary to existing theory, which treats information quality dimensions as static 
activities, the findings suggest that information quality is achieved through a process 
with sequential stages. This also suggests that the dimensions of information quality 
are more complex than is currently reflected in the literature. Not only is information 
quality influenced by the six stages of initiation, cognition, acquisition, constitution, 
transmission and assessment identified in this research, it is also affected by 
interrelationships between the stages. Further, these stages are affected by contextual 
factors and personal factors. Contextual factors include age, sense of entitlement and 
caution, while personal factors include message processing traits, literacy, time 
interval appropriateness and information dishonesty. The following chapter discusses 




Chapter 6: Implications for Practice 
6.1 Introduction 
The findings presented in Chapter 4 have a number of implications for practice. 
Information quality frameworks typically address information quality at a functional 
level; therefore, many of these implications are operational in nature. The findings 
suggest certain actions that can be adopted by supply chain managers to improve 
information quality. Accordingly, the chapter discusses these actions along with 
operational strategies for enhancing the quality of information. In this chapter, 
examples are given in relation to information quality processes to show the relevance 
of the findings. Within the discussion, specific supply chain manager groups are 
mentioned because of their involvement in the transmission of information. 
Ultimately, these groups have an influence on information quality outcomes. The main 
groups affecting supply chain information quality are UMCC suppliers, NMCC 
suppliers and the government. In this thesis, UMCC suppliers refer to upstream supply 
chain managers who largely identify with Ubuntu culture. NMCC suppliers refer to 
downstream supply chain managers who identify with Eurocentric culture and 
predominantly buy from UMCC suppliers. To facilitate the discussion, the 32 themes 
identified in Chapter 4 have been aggregated into nine different headings relating to 
these groups. The themes have also been presented in Figure 21 under these headings. 
Despite the groups having a common objective, each has a different ability to affect 
supply chain information quality. The next section examines the practical implications 
for each of these groups in respect of the nine headings: Time interval appropriateness, 
Business performance orientation, Aggressive negotiation, Caution, Supplier’s 
managerial experience, Commercial organisational skills, Respect confirmation, 
Resistance to impersonalisation and Desire to build social capital. The acronyms C, 
G and US have been assigned to each of these headings to denote the groups for which 
they have major implications, where the acronym C represents NMCCs, G represents 
government and US represents UMCCs. 
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6.2 Time interval appropriateness as an effect on information 
quality 
A deconstruction of the participant’s comments showed that a number of topics had a 
similar effect on the speed of information exchanges. These topics have been 
assembled into a single group called time interval appropriateness. Time interval 
appropriateness measures the degree to which channel managers share the same view 
about the reasonableness of response times for requests for information. Response 
times were positively associated with time interval appropriateness and affected it in 
five areas: personal time management, documentary time management, 
communication immediacy, achieving target-oriented communication and sense of 
urgency for decision outcomes. The comments indicated that time interval 
appropriateness influenced completeness of information and the speed of information 
transfer. Both of these were aspects of the design, appearance and expression of 
information, features that will be referred to as information form in the remainder of 
this chapter.  
6.2.1 Personal time management (C) 
Personal time management was shaped by time interval appropriateness and affected 
information quality by causing slow and incomplete information transfers. Slow and 
incomplete information transfers resulted from late meeting attendance or 
nonattendance. Slow information transfers also meant that delayed responses were 
experienced downstream in the supply chain. This has practical implications for 
NMCCs who hold late attendance in low regard because of their differing perception 
of time interval appropriateness. As a result, NMCCs should recognise mismatching 
perceptions of time interval appropriateness and consider, as a strategy, inviting 
UMCCs to arrive earlier than the intended start time of formal meetings, to reduce late 
attendance. NMCCs could, for example, schedule an informal tea and coffee reception 
half an hour before the commencement of the formal meeting to allow for the arrival 
of late attendees. 
 
152 
6.2.2 Documentary time management (C, US, G) 
NMCCs who are highly dependent on punctuality must consider bringing forwards the 
deadlines they set for UMCCs to allow for late document submissions. This 
implication follows because documentary time management was another key feature 
of time interval appropriateness. Just as personal time management resulted in 
lateness, documentary time management changed information quality by slowing the 
speed of information transmittal and information availability. The low availability of 
information and attendant incompleteness of information led to extended waiting 
periods (as NMCCs waited for information to flow in) and forgone business 
opportunities with NMCCs, who considered the time interval to be unreasonable. 
Therefore, UMCCs should recognise the importance of timeliness and make greater 
efforts to reduce their response times to increase their prospects of participating in 
commercial activities. Through its initiatives to develop UMCC skills, the government 
needs to focus policy development on ensuring that incubators (or enterprise 
developers) emphasise the significance of speed of transmission to UMCCs. 
6.2.3 Communication immediacy (C, G) 
Time interval appropriateness was also manifested through communication 
immediacy. Information quality was affected because, in some cases, the pace of 
information exchanges was accelerated to achieve prompt outcomes. Acceleration of 
information exchanges was more prevalent among younger suppliers than senior 
suppliers. Accelerated information exchanges were sometimes not considered 
carefully because the motivation was to achieve profits quickly. These short-sighted 
outcomes were pursued at the expense of seeking information for future business 
planning. This was because some UMCCs were found to be short-term focused and 
did not appreciate the value of long-term planning. Communication immediacy was 
considered time interval inappropriate because of the impatient nature of UMCC 
managers, who sought immediate financial gains. A strategy that NMCCs can adopt 
to overcome this shortsightedness is to set longer-term targets and link these to 
financial rewards (reinforcements) for UMCCs. Rewards may include better profit-
sharing arrangements for UMCCs or a promise to purchase larger orders if the short- 
to medium-term supply targets are met. The government must recognise the desire for 
quick wins among UMCCs and design policies that aim to facilitate their education 
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about the benefits of long-term planning. The government could also incentivise 
UMCCs by reducing (or offering more attractive) corporate tax rates for suppliers that 
have successfully operated for three years or more in the same business.  
6.2.4 Achieving target-oriented communication (US) 
Another implication for UMCCs is that they must comply with reporting deadlines 
contractually stipulated by NMCCs or risk paying financial penalties when dealing 
with some NMCCs. This is because target-oriented communication was an aspect of 
time interval appropriateness that influenced information quality. Information quality 
was affected by the contractual stipulation of acceptable time limits for the submission 
of information documents. The quality of information resulting from target-oriented 
communication was reinforced, for example, by conditions that required that service 
level agreements were signed and returned by suppliers within one week of the request. 
This was time interval appropriate because the intention was to ensure adherence to 
strict deadlines deemed desirable for the business relationship. 
6.2.5 Sense of urgency for decision outcomes (US, G) 
A strategy that UMCCs should consider is to adopt a culture of coaching and 
delegating decision making to junior managers. This is important because time interval 
appropriateness was evident in sense of urgency for decision outcomes. Sense of 
urgency for decision outcomes affected information quality by slowing decision 
making when UMCC business owners were out of the office. Slow business decision 
making was a result of UMCC business owners’ reluctance to delegate to juniors 
because they did not trust them to manage operational problems during their absence. 
Business owners did not allow subordinates to make decisions for them. Therefore, 
the government must use discretion when formulating management capability 
development programs for business managers to ensure that the developmental needs 
of junior managers are accommodated. Without discretion, such policies may not have 
the intended effect on subordinate managers and instead, will only serve to benefit 
business owners. Time interval appropriateness was also apparent when some UMCCs 
pursued unanswered queries or late decisions from NMCCs. Pursued responses 
indicated a difference in the perception of what was considered a reasonable amount 
of time to wait before following up on outstanding information.  
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6.3 Business performance orientation as an effect on information 
quality 
An analysis of the findings indicated that certain topics had a comparable effect on the 
quality of information. These topics are collectively referred to as business 
performance orientation. Business performance orientation evaluates the extent to 
which channel managers are attentive and committed to meeting NMCC informational 
needs. Informational needs were satisfied when the information provided was 
accurate, appropriate, complete, available, reliable and useful. These features jointly 
affected information quality. The relationship between information form and 
information quality was moderated by business performance orientation, and affected 
in seven areas: appropriateness of information, completeness of information, accuracy 
of information, time horizon focus, judgement and planning competence, focus on 
income generation and drive for benchmarking against other organisations. 
6.3.1 Appropriateness of information (C, US, G) 
Appropriateness of information was a part of business performance orientation, and 
affected information quality through its dimensions of usefulness and relevance. 
Appropriateness of information has implications for UMCCs and NMCCs because low 
attention to detail and misinterpretations by some UMCCs were found to reduce 
information quality, as there was an initial transference of irrelevant and unusable 
information from UMCCs. As a result, NMCCs were forced to increase 
communication efforts and pursue useful data from UMCC suppliers. NMCCs, 
therefore, need to be aware of the need to be persistent to obtain appropriate 
information from UMCCs. The participants provided an example in which UMCC 
supplier websites mentioned little about their services, instead focusing on information 
that was not helpful to NMCCs. The government should ensure that policies for 
training entrepreneurs incorporate the importance of providing appropriate (i.e., 
relevant and useful) information. Similarly, NMCCs should draw UMCCs’ attention 
to website content that does not assist them. Appropriateness of information is 
considered performance oriented because increased information appropriateness can 
enhance usefulness and hence operational (information) performance.  
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6.3.2 Completeness of information (C, US) 
The findings determined that completeness of information is a significant factor that 
must be recognised in the context of information quality. Completeness of information 
was a component of business performance orientation that reduced information 
quality, because of UMCCs’ low attention to detail, as demonstrated by their omission 
of some of the required information. Some UMCCs intentionally ignored compliance 
specifications because of their strong sense of entitlement, which motivated them to 
think that they would be excused for not fully complying. NMCCs should consider 
using a reward system to incentivise suppliers to provide complete information. 
Incentives would enable UMCCs to retain NMCCs as customers because the latter had 
a tendency to not pursue missing information and to forgo incomplete transactions. 
The need to pursue missing information was perceived by NMCCs as UMCCs’ failure 
to meet the qualifying criteria for entering into a business relationship. In this situation, 
UMCCs were not awarded a tender and information exchanges were discontinued. 
Therefore, it is important for UMCCs to consider ensuring the completeness of 
information to attract and retain NMCCs who buy from them. The importance attached 
to obtaining full information by NMCCs, and their tendency to walk away when this 
condition is not met, reinforces completeness of information as a (sales) performance-
oriented theme. 
6.3.3 Accuracy of information (C, US) 
The findings determined that accuracy of information is important in the discussion of 
information quality. Accuracy of information was a component of business 
performance orientation and restricted information quality. This was apparent in the 
number of correctional statements requested from UMCCs. Restricted information 
quality resulted from some UMCCs’ high tolerance for errors, complacency and 
misunderstanding of informational requirements. NMCCs should be cautious of these 
tendencies and must build incentives into their agreements to discourage this. In 
addition, NMCCs should use their experience to guide less experienced UMCCs to 
build in systematic controls and checks for inaccuracies. UMCCs should also 
demonstrate a willingness to be challenged and learn from more experienced managers 
of the supply chain. Accuracy of information is performance oriented because the 
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intention is to improve data quality associated with the transfer of information by 
minimising errors. 
6.3.4 Time horizon focus (C) 
The results of the project indicated that time horizon focus was a key feature in the 
management of information quality. Time horizon focus is a component of business 
performance orientation. It affected information quality because it led to exclusion of 
information related to the future from the content. The short-term scope of the content 
of information had low usefulness for long-term decision making. NMCCs must 
recognise the challenge it presents for future planning, and use their experience to 
support UMCCs to improve forecasting processes, so that longer-term projections 
become available and supply chain managers can align their planning periods. Supplier 
incentives can be used to encourage long-term service commitments from UMCCs. 
Time horizon focus is considered performance oriented because it relates to the period 
over which information content can be evaluated.  
6.3.5 Judgement and planning competence (C, US) 
Poor judgement and planning competence was an important finding and a part of 
business performance orientation that resulted in decreased information quality 
because of the lack of credible information that some UMCCs provided. This implies 
that NMCCs must use discretion when processing information from UMCCs because 
lack of credible information resulted in UMCCs’ failing to deliver on their promises. 
Judgement and planning competence are performance oriented because they create a 
gap between expectations (created by the content of information) and actual ability to 
deliver those expectations. This expectation gap was indicative of some UMCCs’ 
inability to plan effectively. The finding suggests that NMCCs must adopt strategies 
to safeguard themselves against disruptions caused by ineffective planning. Such 
strategies may include arranging to have substitute (or contingent) suppliers for 
situations when existing suppliers become unreliable. To a degree, UMCCs’ inability 
to plan was also affected by the unreliability of their suppliers (second tier) and low 
access to finance. Similarly, UMCCs can mitigate the risk of defective suppliers, on 
whom they depend for inputs, by also enlisting stand-in suppliers. NMCCs could also 
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underwrite UMCCs that struggle to obtain finance from banks for the purpose of 
delivering supplies. 
6.3.6 Drive for interorganisational benchmarking (C, US) 
The findings determined that drive for interorganisational benchmarking was a factor 
that must be considered in the management of information quality. Drive for 
interorganisational benchmarking was a part of business performance orientation, and 
UMCCs’ reluctance to be involved had the effect of reducing the quality of 
information. NMCCs must acknowledge that UMCCs’ unwillingness to compare their 
own performance with others encouraged a low degree of market rivalry (which could 
be explained by the protective affirmative action legislation). The findings also suggest 
that drive for interorganisational benchmarking was symbolic of a low attention to 
detail and a short-term orientation among UMCCs. NMCCs could present competitor 
data in their meetings with UMCCs, to highlight instances of over or 
underperformance. This may force UMCCs to pay more attention to future market 
reports because they would not want to be shown up for not appearing to be 
competitive.  
Drive for interorganisational benchmarking has implications for UMCCs. The current 
research data show that UMCCs had less information to analyse their performance and 
as such had less motivation to improve their services. The low motivation for service 
improvement was caused by the inward-looking nature of the information, which 
failed to show underperformance in relation to similar external organisations. The lack 
of comparative information created an absence of warning signals to which suppliers 
should respond in the event of poor business performance versus the market. This 
approach is, however, opposed to the position taken by Chen et al. (2011, p. 268), who 
stated that focus should be on evaluating complete supply chain performance rather 
than the performance of a single supply chain manager. 
6.3.7 Focus on income generation (US) 
The findings showed that a sole focus on income generated statistics was a component 
of business performance orientation and a consideration in the discourse on 
information quality. Information quality was reduced because of the limited number 
of metrics that UMCCs used to measure business performance. UMCCs 
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characteristically used the number of jobs completed as the only proxy for appraising 
business performance. The use of a single metric represented UMCCs’ aversion to 
detail, their desire for quick wins and their ‘live-for-today’ approach to business. The 
implication for UMCCs is that the use of one measurement restricts their ability to be 
thoroughly critical of business performance. For example, an increase in the number 
of completed jobs says nothing about the cost and profitability of each of those jobs. 
Therefore, UMCCs should introduce more operational performance metrics for a 
comprehensive view of their business. A sole focus on income generated statistics is 
regarded as a part of business performance orientation because it reflected UMCCs’ 
intention, or lack thereof, to evaluate their operational performance.  
6.4 Aggressive negotiation as an effect on information quality 
Assertiveness was found to be a common feature of the information quality related 
behaviours of the UMCCs. These behaviours have been collectively described as 
aggressive negotiation, which refers to a supplier’s communicative behaviours 
designed to impress on NMCCs’ business outcomes that are desirable to themselves. 
Information form was affected by this behaviour because aggressive negotiation 
shaped how information was exchanged between supply chain managers. As such, 
aggressive negotiation was negatively associated with information form. The findings 
showed that aggressive negotiation also affected information quality because of 
heightened availability or attention, and was apparent in six areas: manipulative 
pitching, opportunistic predisposition, desire for bargaining power, emulative 
routines, misrepresentation of supply capacity and sense of urgency for decision 
outcomes. 
6.4.1 Manipulative pitching (C) 
The findings confirmed manipulative pitching to be a part of aggressive negotiations; 
one that affected information quality by changing decision-making routines. These 
changes occurred when UMCCs influenced NMCCs to alter standard business 
processes. This has significant implications for NMCCs who intend to do business 
with UMCCs. Specifically, NMCCs must recognise that information quality will be 
affected because manipulative pitching is characteristically followed by a request for 
a new contract, an appeal to be exempted from an audit or a call for the continuity of 
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a noncompliant contract. If successful, these manipulative efforts may lead to the 
preservation of UMCCs with poor information performance records. Therefore, it is 
in the interests of NMCCs to consider ways to avoid being locked into such 
transactions. In one of the participating companies, manipulative pitching resulted in 
discontinuation of the business relationship. When tenders were not awarded, some 
UMCCs resorted to sending complaint letters to influence the NMCC to reverse its 
decision. Such escalations lead to NMCCs investing an inordinate amount of time in 
writing letters to explain their decisions. This was supported by another finding in 
which participants observed the prevalence of gift giving by UMCCs bidding for 
government contracts. Gift giving was found to occur before government contracts 
were awarded to suppliers, and was perceived as a precondition to win new business. 
Gift giving in the private sector would occur after a tender was awarded, to encourage 
the continued awarding of business contracts in the future. 
6.4.2 Opportunistic predisposition (C, US) 
The research determined opportunistic predisposition to be a feature of aggressive 
negotiation that shaped information quality by accelerating the speed of suppliers’ 
responses to tender invitations. UMCCs made great effort to demonstrate their ability 
to meet supply obligations in their responses. NMCCs should acknowledge that this 
motivation comes from the perception that doing business with NMCCs enhances the 
prospect of UMCCs’ opportunities to do more business with them in the future. Having 
a business relationship with an NMCC had the effect of boosting the business 
reputation of UMCCs (and showcased their ability to operate at high levels). The 
findings further indicated that prospects of doing business with NMCCs were 
sometimes accompanied by an expectation of access to the NMCC’s resources (e.g., 
plant and factory equipment) and technical assistance, thus making the UMCC–
NMCC transaction easier to execute. This, however, has unfavourable implications for 
UMCCs. Although doing business with NMCCs is beneficial to UMCCs, it sometimes 
results in orders from other UMCCs being given lower priority. Therefore, UMCCs 
must recognise that information timeliness will suffer when NMCC orders are 
prioritised (because UMCCs will be forced to wait). 
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6.4.3 Desire for bargaining power (US) 
The findings showed that the desire for bargaining power was a key consideration in 
analysing information quality. The desire for bargaining power was found to be 
connected to aggressive negotiating, which negatively affected information quality in 
supply chain partnership arrangements between UMCCs and NMCCs. This has 
implications for UMCCs because some NMCCs had a tendency to squeeze UMCC 
profit margins by forcing them to discount their prices. As a result, this information 
(regarding margin reductions) was not readily accepted by UMCCs and forced them 
to negotiate harder for better trading terms with NMCCs. UMCCs would bargain for 
shorter payment terms to make the information (relating to reduced profit margins) 
more acceptable. Desire for bargaining power was considered aggressive negotiating 
because of the degree of assertiveness involved in achieving desired price objectives. 
6.4.4 Emulative routines (US, C) 
NMCCs must recognise that emulative routines are a form of aggressive negotiation 
used by UMCCs to acquire new business from them. Emulative routines occur when 
UMCC managers deliberately situate themselves in places where NMCC managers 
habitually socialise for the purpose of increasing business opportunities. Hence, 
UMCC managers increase their exposure to NMCCs by emulating (or mimicking) the 
customs of NMCC managers. Emulative routines affected information quality because 
of intentional actions by UMCCs to increase their availability and access to 
information from senior executives of NMCCs. A useful strategy for UMCCs is to 
heighten their exposure in places where such executives socialise to increase available 
information about budding business prospects. The strategy becomes effective when 
NMCCs are receptive to the UMCCs who approach them. Emulative routines were 
considered an aggressive strategy by UMCCs because the intention was to physically 
locate themselves in the presence of NMCCs. Locating among NMCCs enabled 
UMCCs to signal their interest in learning about NMCCs and serving them. One 
participant indicated that such behaviour was repeated at least once every six months 
to maintain the business relationship.   
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6.4.5 Misrepresentation of supply capacity (US, C) 
UMCCs should acknowledge the effects of information dishonesty on the longevity of 
business relationships. Information dishonesty was manifested in misrepresentation of 
supply capacity. The findings showed that misrepresentation of supply capacity was 
an aspect of aggressive negotiating because of the insistence of UMCCs to commit to 
supply obligations beyond their service abilities. As a result, information quality was 
affected because information was unreliable, dishonest and disruptive to business 
relationships. Some business relationships were as brief as two weeks. This has 
important implications for how UMCCs are perceived in the supply chain. NMCCs 
could adopt a strategy to negotiate contracts with multiple suppliers to guard against 
UMCCs’ failure to deliver services.  
6.4.6 Sense of urgency for decision outcomes (C) 
The research indicated that sense of urgency for decision outcomes was connected to 
aggressive negotiations and affected information quality. The seniority of the supplier 
moderated the relationship between information quality and sense of urgency for 
decision outcomes. Some senior UMCC managers were found to be less aggressive 
communicators because they did not want to be perceived as a nuisance. They adopted 
a relaxed attitude with respect to receiving information urgently, because they 
preferred not to act in ways that might jeopardise existing business relationships. In 
contrast, some younger UMCC managers were identified as persistent and demanded 
quicker responses from NMCCs. NMCCs planning to do business with UMCCs 
should be aware of this generational difference. Sense of urgency for decision 
outcomes is considered an element of aggressive negotiation because it reflects the 
intention of UMCCs to urge NMCCs for a response.  
6.5 Caution as an effect on information form 
Caution was a common feature of senior staff in the UMCCs. Caution reflected 
UMCCs’ unwillingness to jeopardise existing business arrangements. Such reluctance 
to disturb the status quo was manifested in some suppliers’ restrained communicative 
actions and reinforced by their strong desire to participate in business activities. 
Caution moderated the extent to which information was exchanged. It was 
characterised by reduced persistence, lower information frequency and restricted 
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availability of information. Therefore, caution was negatively associated with 
information form and was notable in two areas: level of interest in supply contracts 
and no fear of losing power and trust. 
6.5.1 Level of interest in supply contracts (C) 
The findings showed that level of interest in supply contracts was an important feature 
of caution. Caution affected information quality because some UMCCs preferred not 
to risk business opportunities and became less persistent in their communication. 
NMCC managers must recognise that a large number of UMCCs are eager to be in 
business and typically do not insist on obtaining formal contracts from NMCCs. 
UMCCs were tentative about complicating existing transactions and then being 
terminated as a result of making huge contractual demands. Instead, they were content 
with preserving existing informal business arrangements. NMCCs should be aware 
that some UMCCs’ aversion to contractual formalities is also due to the perception 
that contracts create tension and delays.   
6.5.2 No fear of losing power and trust (C) 
No fear of losing power and trust was determined to be a cause of caution. It was 
considered cautious because of the reduced availability of information that resulted 
when levels of mistrust were heightened. For example, when a UMCC disclosed its 
ambitious growth plans to an NMCC, those plans were not believed. The disbelief 
resulted from the short timeframe within which the logistics supplier was planning to 
expand its fleet from two to 40 trucks. This experience caused the UMCC supplier to 
withhold communication of its future intentions, to avoid potential criticism from 
NMCCs. NMCCs must, therefore, be cautious of how some UMCCs react to NMCCs 
who doubt the credibility of their information and look for ways to enhance their trust.  
6.6 Supplier’s managerial experience as an effect on information 
quality  
The findings determined experience as a key factor affecting information quality. 
Experience refers to a UMCC’s previous exposure to an event that resulted in 
accumulated knowledge and mastery of participating in business with NMCCs. Such 
mastery changes a UMCC’s interpretation of future messages and moderates the 
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positive association between information form and information quality. Experience 
affected information quality in four areas: certainty of message content, no fear of 
losing power and trust, judgement and planning competence and ability to supply 
compliance documents. 
6.6.1 Certainty of message content (C, US) 
The findings indicated certainty of message content to be an attribute of experience. It 
was a feature of experience because UMCCs’ historically low exposure to commercial 
activities meant that they had a relatively poor understanding of business 
communication templates. This poor understanding led UMCCs to consult others who 
were more knowledgeable for assistance. This has significant implications for both 
NMCCs and UMCCs who intend to do business together. Misunderstandings between 
the two parties can arise from suppliers’ unfamiliarity with business language because 
of relatively low literacy, low education levels and restricted historical business 
involvement. Collectively, these can cause supplier responses to be slow and 
inaccurate, thus affecting information timeliness, completeness, availability, 
appropriateness and accuracy. Therefore, NMCCs must strive to use simple business 
language when communicating with UMCCs. 
6.6.2 No fear of losing power and trust (C) 
The findings indicated that no fear of losing power and trust was also a component of 
experience. It affected information quality by influencing the nature of information 
disclosed to NMCCs. Information was selectively communicated, because of a lack of 
trust, resulting in lower availability of information. No fear of losing power and trust 
was an aspect of experience because the latter enhanced UMCCs’ knowledge of types 
of information likely to be questioned. Following previous experiences of being 
challenged, questionable information was intentionally withheld from NMCCs to 
avoid conflict. Therefore, the practical implications for NMCCs are similar to those 
mentioned in Section 6.5.2. NMCCs should find ways to gain the trust of UMCCs.    
6.6.3 Judgement and planning competence (C, US) 
Judgement and planning competence was another key feature of experience that 
determined information quality because the information that some new UMCCs 
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provided lacked reliability. This inability of some UMCCs to reliably plan and judge 
capacity was an aspect of experience because the gap between promised and delivered 
service levels was expected to become narrower over time. The implication of this for 
NMCCs is twofold. First, close attention must be paid to the business experience of a 
UMCC before initiating a transaction. Second, NMCCs need to consider having other 
suppliers as a safeguard against a (less experienced) UMCCs’ failure to deliver. 
Equally, UMCCs must acknowledge the impact of unreliable information, whether 
intentional or unintentional, on the longevity of their business relationships and 
reputation in the supply chain. These will undoubtedly bear on the supplier’s prospects 
of doing business in the future.   
6.6.4 Ability to supply compliance documents (C) 
Ability to supply compliance documents have direct implications for NMCCs and 
affect information quality because of the incomplete paperwork submitted by some 
UMCCs. The project findings suggest that this was a component of experience because 
some less experienced UMCCs showed an inability to meet supply commitments. In 
some instances, documentary specifications were intentionally ignored, or not given 
priority, because of some UMCCs’ misapplication of affirmative action entitlements. 
Some UMCCs treated these entitlements as an exemption to not comply with NMCC 
requirements. Therefore, NMCCs need to be cautious of this attitude among some of 
the UMCCs with whom they transact.  
6.7 Commercial organisation skills as an effect on information 
quality 
A review of the topics distinguished commercial organisational skills as a key aspect. 
Commercial organisational skills refer to a supplier’s administrative ability and 
capacity to engage other supply chain channel managers. The findings illustrate that 
the positive relationship between information quality and information form was 
moderated by UMCCs’ commercial organisational skills. Information quality was 
affected in seven areas: enthusiasm of responses, accessibility of information, 
availability of information, personalisation bias effect, inclusivity, judgement and 
planning competence and level of aggression among older staff.  
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6.7.1 Enthusiasm of responses (C) 
Enthusiasm of responses was part of commercial organisational skills. Information 
exchanges were increased because eagerness to do business motivated UMCCs to 
communicate excessively with NMCCs. Excessive communication led to cases of 
promising services beyond the UMCC’s ability. Overpromising was heightened 
because a significant number of UMCCs did not specialise in their chosen areas of 
business. As a result, they had insufficient information to price their services and to 
reliably estimate the effort involved. This has practical implications for NMCCs. 
NMCCs should expect to receive large amounts of information from aspiring UMCCs. 
Aspiring UMCCs tend to research markets that they are intending to enter and 
sometimes relay information that is inadequately filtered to potential buying NMCCs. 
The implication for NMCCs is that they must expect to receive inappropriate 
information for the task at hand. Such actions are considered enthusiastic because 
aspiring UMCCs characteristically strive to win contracts for business by providing 
excessive information. In logistic services, for example, excess commitment extended 
to waiving charges for extra work and offering to transport all of the NMCC’s 
shipments, even if the task was beyond the supplier’s capacity. For this reason, 
enthusiasm of responses was indicative of an organisation’s capacity to determine 
supply feasibility and the adequacy (or appropriate level) of information to provide 
NMCCs. 
6.7.2 Accessibility of information (C) 
This research showed that commercial organisation skills included a supplier’s ability 
to access information. Accessibility of information reduced information quality 
because UMCCs were unable to readily respond to queries from NMCCs. The 
restricted access to information resulted from low importance attached to past events. 
This led to poor recordkeeping and heavy dependence on the internet to source 
historical information. Accessibility of information was restricted because of lack of 
historical information sharing among employees within UMCCs. The findings further 
suggest that the problem was intensified by a rarity of websites and a low intensity of 
investment in IT by some UMCCs. Low IT investment intensity was found to be 
associated with lower education levels among some UMCCs in certain business 
segments, such as logistics. Information was also found not to be shared between 
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colleagues in some UMCC organisations. This is practically important because 
NMCCs should expect to wait longer for responses if their regular contact person in 
the UMCC is out of the office. For this reason, accessibility of information is related 
to administrative skills, which determine the ease with which UMCCs can retrieve 
historical information.  
6.7.3 Availability of information (C, US) 
Availability of information was another theme relating to commercial organisation 
skills that affected information quality by limiting the amount of information that was 
at the disposal of NMCCs. Low information availability was manifested in the absence 
of catalogue information. This had practical implications for NMCCs. The absence of 
catalogue information caused NMCCs to either delay decision making or make instant 
decisions without a complete set of information. Equally, availability of information 
has implications for UMCCs, who must consider ways to anticipate enquiries relating 
to their products and services. This will enable quicker responses and minimise the 
number of impatient NMCCs who turn away. Availability of information is regarded 
as an organisational skill because of its association with a supplier’s ability to predict 
and manage NMCC informational requirements. The ability to predict the content of 
NMCC queries can enhance a supplier’s readiness to address them and information 
timeliness. If questions are readily addressed, it minimises missed business 
opportunities that result from impatient NMCCs deciding not to patronise the UMCC’s 
business. 
6.7.4 Personalisation bias effect (C, US) 
Personalisation bias effect was found to be an aspect of commercial organisation skills 
that moderated the relationship between information form and information quality. 
Information quality was affected by a slowing in the exchange of information, which 
resulted from differing preferences for mode of communicating and differing 
prioritisation of activities between UMCCs and NMCCs. The implications of this on 
UMCCs and NMCCs is the delay in doing business, which negatively affects 
information timeliness. Differing preferences for ways to communicate were caused 
by NMCCs’ orientation towards mechanistic communication processes, being at 
variance with UMCCs’ predisposition towards a personal approach to business. This 
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was best illustrated in cases where NMCCs rigorously followed contractual wording 
and decided to terminate agreements when breaches occurred, such as late bid 
submissions. In contrast, UMCCs appreciated a more lenient (or flexible) approach, in 
which consideration was given to personal circumstances that may have contributed 
to the breach. Personalisation bias therefore has a negative effect on the organisational 
abilities of channel managers.  
6.7.5 Inclusivity (C, US) 
The findings indicated that inclusivity is a part of commercial organisation skills. 
Inclusivity related to the involvement of supply chain colleagues at meetings and 
affected information quality by increasing information content and subsequently the 
speed of decision making. The UMCC owners were almost always present and this 
reduced the need for junior representatives to seek approval for decisions after the 
meeting had ended. The practical implications for both NMCCs and UMCCs are that 
decisions can be made on the spot, because group attendance enables key questions to 
be answered promptly. The findings further indicated that some UMCC owners had a 
tendency to include others in meetings on technical matters, disagreements with 
NMCCs or situations that were highly intimidating for a mentee to attend on their own. 
Inclusivity is an organisational skill because it facilitates the efficient achievement of 
meeting objectives (joint and immediate decision making) and involves administering 
the assembly of supply chain managers.  
6.7.6 Judgement and planning competence (C) 
Judgement and planning competence were elements of commercial organisational 
ability that affected information quality. Information quality was reduced because 
suppliers were found to overstate their supply capacity in an effort to win new business 
contracts. Overstatement of suppliers’ capacity lowered the honesty and accuracy of 
the information transmitted. Information dishonesty, therefore, has unfavourable 
implications for NMCCs. Information dishonesty is disruptive to operational planning 
and the stability of UMCC–NMCC relationships. For example, consider the case in 
which a UMCC was unable to deliver half of a consignment to which it had committed. 
This resulted in the termination of its supply contract with an NMCC. NMCCs must 
recognise that information dishonesty additionally compromises the quality of their 
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decisions. Poor judgement and inexperience were provided as reasons for inaccurate 
information. Both judgement and planning competence are organisational skills 
because they involve a supplier’s ability to self-assess capability to provide a reliable 
service and to communicate this with credibility.  
6.7.7 Level of aggression among older staff (C) 
Older managers in the supply chain were found to be less aggressive negotiators than 
junior managers. This aspect was considered an organisational skill that affected 
information quality because seniority reduced the amount of persistent communication 
and slowed the pace at which information was exchanged. Older UMCCs were less 
likely to chase outstanding information because they were more reverent to NMCCs 
and did not want to irritate them. As a result, senior UMCC managers were patient and 
more relaxed in terms of the timing of their communication. NMCCs should therefore 
recognise that generational differences affect the speed of information transmittal 
when dealing with UMCCs. Junior managers were linked to having a ‘go-getter’ or an 
aggressively enterprising attitude, while senior managers were regarded as having a 
‘sit-and-wait’ predisposition. This implies that junior UMCC managers have more of 
a sense of urgency regarding receiving information than senior UMCC managers.  
6.8 Respect confirmation as an effect on information form 
The analysis of the data indicated that respect confirmation can be considered a higher 
construct, comprising temperament in meetings, preference to meet with managers of 
equal status, the need to show a high level of respect and response to stringent business 
standards. Respect confirmation is the validation of reverence that senior managers 
expected from junior managers in their dealings with them. The presence or absence 
of such validation influenced the manner in which supply chain managers addressed 
each other. Communication between junior and senior managers within the supply 
chain ranged from acquiescent and submissive on the one hand, to disagreeable and 
assertive on the other. Such communication is a representation of information form. 
Therefore, respect confirmation and information form were positively associated.   
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6.8.1 Temperament in meetings (C) 
The findings indicated that temperament in meetings was a feature of respect 
confirmation. Information quality was affected by such behaviour because senior 
managers characteristically digressed from the purpose of the meeting or walked out 
when they felt disrespected. This disrupted the exchange of information and led to 
extended meeting durations. NMCCs should be cautious of the implications of this 
feature. In Ubuntu culture, senior managers feel disrespected if they are not addressed 
appropriately by people who are younger than them. Senior UMCC male managers 
were traditionally referred to as Bhuti (older brother in Zulu), Dada (father), Ntate 
(father in Sotho) or by their clan name, to acknowledge that they were older than the 
person addressing them. It is considered taboo to call elders by their first name in 
Ubuntu social customs. Therefore, age and social standing play an important role with 
regard to the manner of communicating. Another practical implication for NMCCs is 
that elders do not take kindly to questions that they deem unnecessary and resent being 
forced to prove their ability to anybody. As such, due diligence by NMCCs is 
considered an extreme and unwelcomed action by UMCCs. This becomes an issue in 
business areas that are conventionally NMCC oriented, where performance reviews 
are the norm. Temperament in meetings is therefore an aspect of respect confirmation 
because it represents a response to the reverence that elders are given by junior channel 
managers. NMCCs should consider conducting due diligence using external agents 
who collect industry information rather than through direct meetings.  
6.8.2 Preference to meet with managers of equal status (C) 
A ‘preference to meet with managers of equal status’ was found to be common among 
senior suppliers. This affected information quality because senior suppliers did not like 
to be approached by junior managers about certain matters but preferred to meet with 
managers of a similar social standing. As such, this limited the number of contact 
points through which information could be exchanged and the speed of information 
transmittal. Further, some senior suppliers were predisposed to discussing policy, 
strategy and overarching business themes. Senior UMCC suppliers held the view that 
detailed matters should be passed down to juniors. Therefore, NMCCs should 
recognise senior UMCCs’ preference to meet with managers of equal status as an 
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aspect of respect confirmation so as not to obstruct the transmission of information in 
the supply chain. 
6.8.3 The need to show a high level of respect (C) 
The research determined that need to show a high level of respect was a feature of 
respect confirmation. Information quality was affected by the slowing of information 
exchanges because it caused junior managers to carefully consider their words and 
tone of voice when speaking to senior managers. The slowed exchange of information 
was brought about by pauses between spoken words and the use of a softer tone of 
voice by junior managers. The tone of voice determined how communication was 
received by senior suppliers. The need to show a high level of respect suggested that 
junior managers became submissive when communicating with older suppliers. When 
a senior supplier made a mistake, junior managers were hesitant to draw their attention 
to it because this may have caused the elder to feel ashamed. Further, senior managers 
considered themselves more knowledgeable than junior managers and were reluctant 
to change. However, this predisposition did not apply to junior managers. Junior 
managers welcomed challenges from senior managers because they were keen to learn 
from them and to develop themselves professionally. Therefore, the need to show a 
high level of respect is a component of respect confirmation because it expresses senior 
UMCCs’ expectation of how they want to be communicated to. NMCCs should 
recognise the effect of this generational difference on information quality and 
familiarise themselves with expected protocols when engaging senior UMCC 
managers. 
6.8.4 Response to stringent business standards (C, G) 
The findings showed that UMCCs perceived strictness in NMCC standards excessive 
when applied to them. This was an element of respect confirmation because UMCCs 
felt that they should be treated leniently following their unjust historical experience of 
being disrespected. The findings indicated that information exchanges were obstructed 
and business relations were ended whenever UMCCs perceived themselves as treated 
strictly. This is because strict treatment from NMCCs was considered an indication of 
their unwillingness to embrace transformation from past practices. NMCCs must use 
discretion because UMCCs expect to be allowed more time and lenience, particularly 
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with regards to developing excellence in NMCC service standards. If an NMCC 
unintentionally comes across as superior (by challenging the standard of an UMCC’s 
services), it can evoke historical tendencies, slow information exchanges and end their 
business relationship. The government could introduce into policy a requirement that 
enterprise development agencies emphasise the importance of business standards in 
their curricula for UMCCs. 
6.9 Resistance to impersonalisation effect on information quality 
Resistance to impersonalisation was identified as a common element across specific 
topics. Resistance to impersonalisation represented UMCCs’ aversion to a reduced 
number of contact points to communicate with NMCCs. Information quality was 
affected because opportunities to build relationships and physically interact with 
multiple channel managers were restricted. Consequently, resistance to 
impersonalisation had an effect on the availability of information, a facet of 
information quality. As such, ‘resistance to impersonalisation’ positively affected 
information quality. This was evident in two areas: centralised buying information 
systems and technological information management systems. 
6.9.1 Centralised buying information systems (C, US) 
Centralised buying information systems were found to be a part of UMCCs’ resistance 
to impersonalisation. Information quality was affected due to the selling process 
largely being controlled by NMCCs. NMCCs’ efforts to minimise the exposure of 
UMCCs to multiple functional areas within their organisation restricted information 
quality. Reduced exposure to different functional areas had the effect of decreasing the 
availability of information about the NMCC’s business activities, which had 
significant implications for both NMCCs and UMCCs. First, reduced exposure to 
NMCCs’ business meant that it took longer for UMCCs to understand it. Second, a 
lower understanding of NMCCs’ business, in turn, lowered UMCCs’ ability to propose 
the best solutions for them. Centralised buying information systems were a feature of 
‘resistance to impersonalisation’ because many UMCCs interacted with one person in 
the NMCC organisations. For example, logistics suppliers typically negotiated route 
rates with a single procurement manager. However, instances were reported in which 
UMCCs would bypass the interactive controls imposed by NMCCs. An example was 
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when a haulier walked away from the loading yard at an NMCC site to interact with 
people who worked in other functions of the NMCC. NMCCs’ leadership of the selling 
process was common for customised products, while UMCC leadership of the selling 
process was typical for standard products.  
6.9.2 Technological information systems (C, G) 
Technological information management systems were found to be an aspect of 
resistance to impersonalisation that influenced information quality. Information 
quality was reduced because UMCCs seldom communicated with NMCCs directly. 
The advent of technology implied that there was less face-to-face communication, 
which UMCCs value. The findings in this thesis confirm the assertion by Mangaliso 
(2001, p. 23) that people in Ubuntu culture valued being addressed in person because 
it indicated respect and care for them. NMCCs must acknowledge that technological 
information management systems are regarded as impersonalisation by UMCC 
managers, who resent not physically meeting with NMCCs during business dealings. 
For example, a UMCC manager was unable to interact with a single NMCC manager 
on 14 different visiting occasions to the NMCC’s business site. The South African 
government has announced an intention to make technology a driving force in 
increasing economic growth and productivity. This will create resistance because of 
the aforesaid effect of technology on face-to-face interactions.  
6.10 Desire to build social capital effect on information form 
Analysis of the topics showed evidence that the desire to build social capital was a 
factor in the discussion of information quality. Social capital is a measure of the level 
of rapport developed as a result of UMCCs’ desire to interact with NMCCs. The desire 
to interact enhances accessibility of information and shapes the form of information 
exchanged between channel managers. Information form is therefore positively 
associated with managers’ desire to build social capital. Desire to build social capital 
affects information quality in five areas: relationship building interactions, 
collaborative planning, forecasting and replenishment, building information 
processing capacity, information frequency and emulative transaction routines. 
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6.10.1 Relationship-building interactions (C) 
Relationship building interactions were found to be an aspect of desire to build social 
capital that increased information quality, because these interactions helped to remove 
communication barriers and reduce misinterpretations. Relationship-building 
interactions involved direct contact between UMCCs and NMCCs without the use of 
an intermediary. These interactions facilitated immediate conflict resolution. Being 
small enterprises, it would benefit UMCCs in rural areas to include social media in 
their relationship building and communication channels; however, this channel was 
found not to be open because of a lack of NMCC’s trust of its content. For this reason, 
direct relationship-building interactions provided a compelling alternative for 
informing NMCCs about UMCC products. Further, the prevalence of rural UMCC 
managers who struggle to write effectively implied that the majority of them preferred 
to talk face to face and to develop a rapport with NMCC managers. As such, a number 
of rural deals were negotiated in that manner. In urban areas, some business 
negotiations were conducted over social activities such as a game of rugby, a dining 
event or a cup of coffee. The practical implications of this for NMCCs is that they 
should consider ways to increase direct contact with UMCCs. 
6.10.2 Collaborative planning, forecasting and replenishment (C) 
The findings determined that collaborative planning, forecasting and replenishment 
were components of desire to build social capital that increased information quality. 
Information quality was increased because UMCCs were keen to engage with NMCCs 
for the purpose of developing a close working relationship. NMCCs should 
acknowledge that collaborative planning and forecasting enables UMCCs to provide 
them with better solutions. These activities are part of a desire to build social capital 
because they represented UMCCs’ willingness to work jointly with other supply chain 
managers to tackle operational challenges.  
6.10.3 Building information processing capacity (C, G) 
Building information processing capacity was found to be an element of desire to build 
social capital that increased information quality. Increased information quality was 
driven by mounting legislative pressure on NMCCs to transform past practices. 
Consequently, NMCCs have become increasingly tolerant and accommodating of 
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UMCCs. It was found that some NMCCs had assisted UMCCs by familiarising them 
with standard business requirements. This was facilitated through NMCCs’ hosting of 
business trading events such as supplier open days and educational platforms to assist 
UMCC managers with knowledge of business relationships and business compliance. 
Information quality was increased as a result of these coaching and development 
efforts by NMCCs, which also involved providing technological guidance. UMCCs 
were occasionally invited to observe how NMCCs operate. This has implications for 
NMCCs who must recognise that building information processing capacity is a part of 
desire to build social capital because UMCCs strive to interact with them for 
developmental purposes. The government, through its policies for growth, should 
provide outcome-based incentives for NMCCs who specifically assist UMCCs to build 
their information processing capacities.  
6.10.4 Information frequency (C) 
The findings showed information frequency to be an important part of desire to build 
social capital that increased the quality of information. Specifically, information 
frequency was increased during the initial process of onboarding suppliers because of 
the requirements to set up UMCCs in the NMCC’s purchasing system. However, after 
the initial rush, there was a slowing of information exchange activity because of 
UMCCs’ indisposition to share information. NMCCs must recognise that they have to 
follow up with UMCCs to generate higher information frequency. Information 
frequency is regarded as an element of desire to build social capital because of its 
moderating effect on building business relationships; the higher the information 
frequency, the greater the accumulated social capital, information quality and 
understanding between UMCCs and NMCCs. 
6.10.5 Emulative routines (C) 
Emulative routines were identified as an aspect of desire to build social capital that 
influenced information quality. Information quality was increased because of some 
UMCC’s intentions to forge a relationship with NMCCs. Such intentions were 
manifested through UMCCs’ attendance at social activities to enhance their exposure 
to NMCCs as a preliminary phase of obtaining new business from them. Therefore, 
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NMCCs who are looking for business with UMCCs should consider parties, sporting 
events and other social settings as platforms for attracting business. 
6.11 Information context and presentation 
The data analysis identified two important groupings of factors that affected 
information quality: context and presentation. Caution and desire to build social capital 
represent contextual characteristics of information exchanges, while ‘aggressive 
negotiation’, ‘time interval appropriateness’ and ‘respect confirmation’ signify 
presentational features of communication. Both of these groupings were found to 
affect information form. Information form can be extended to include visual images, 
numerical presentations as well as verbal characters, all of which shape the 
decipherability of information and its simplicity.   
6.12 Urbanisation, age perception level and masculinity 
Urbanisation, age perception level and masculinity were mentioned by the participants, 
however, they did not rank highly as factors and therefore did not fit into any of the 
constructs. Urbanisation highlights the difference in communicative behaviours 
between UMCCs who operate in rural areas and those who operate in cities. Low 
literacy rates in rural areas imply that rural suppliers are more likely to misinterpret 
information requirements relative to urban suppliers. This has specific implications for 
information interpretability and the accuracy of information responses. Next, age 
perception level refers to the extent to which a channel manager is regarded a senior 
person within a supply chain. The perception of seniority had a discernible effect on 
specific topics such as respect confirmation, time interval appropriateness and 
aggressive negotiation. For example, age perception level affected information form 
because of the deferential treatment that senior supply chain managers expected from 
junior managers. Age perception level also shaped information form through levels of 
patience, which varied with age, as described in Sections 6.4.6 and 6.7.7. Finally, 
masculinity refers to the gender of supply chain managers. Masculinity is closely 
associated with respect confirmation due to the patriarchal nature of Ubuntu culture. 
Some participants mentioned that it is normally males who demand respect, rather than 
females. Therefore, the greater the masculinity, the greater was the expectation of 




The presented implications for practice are specifically for UMCC (upstream)–NMCC 
(downstream) supply chain relationships. The central practical implication of this 
research is that UMCCs, NMCCs and the government play important roles in the 
transmission of information in supply chains. Consequently, strategies are needed to 
address the effect these groups have on information quality. Such strategies must be 
based on an accurate assessment of the influence of these groups on information 
exchange processes as well as the merits and demerits of associated information-
sharing platforms. This enables the formulation of strategies that can be customised 
for specific supply chain managers, the government and the information platforms 
through which they communicate. Strategies have been suggested in the context of 
nine headings for the 32 themes drawn from the findings in Chapter 4. The themes 
have been summarised under these headings in Figure 21, which represents the 
sequence in which they affect information quality. The adoption of these strategies 
should enhance information quality among supply chain managers. However, 
government intervention is necessary for success of the strategies; they would be 
ineffective if unsupported. Such interventions should be undertaken as part of a wider 
framework to build information-sharing capacities between UMCC and NMCC 
organisations. Information form was found to mediate the negative effects of caution 
and aggressive negotiation on information quality, while information form also 
mediated the positive effects of desire to build social capital, respect confirmation and 
time interval appropriateness on information quality. In addition, supplier managerial 
experience, resistance to impersonalisation, commercial organisation skills and 
business performance orientation were found to positively moderate the positive 




Figure 21: An operational model of the factors affecting supply chain information quality  
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Chapter 7: Conclusion 
7.1 Introduction 
Information quality is a key issue for information exchange in supply chains. 
Information quality in supply chains spanning different cultures has not been 
adequately explained by the extant information quality frameworks and supply chain 
management theory. This project has identified sequential interconnected information 
exchange processes that determine the quality of information in supply chains. In this 
chapter, major contributions to the literature, practical implications for supply chain 
members and implications for theory are considered. The chapter ends with 
considerations for non-Ubuntu management culture companies (NMCCs), Ubuntu 
management culture companies (UMCCs) and the government, as well as limitations 
of the project and ideas for research in the future. 
7.2 Contributions to the literature 
The research question of this thesis was ‘what are the factors that affect information 
quality in supply chains spanning different cultures?’ An inductive approach was used 
to address this question through a constructivist research design because of the focus 
on understanding human behaviour and the adopted position that culture and 
organisations are flexible realities that affect an individual’s actions. To answer the 
research question, qualitative data were collected from supply chain managers in the 
FMCG industry applying the convergent interviewing approach. An analysis of the 
data identified 32 themes, which were grouped into six topics. A thematic analysis was 
used to identify the theoretical and practical implications. The most significant 
contributions from analysis of the themes are listed in Table 20. Practical 
considerations for NMCCs, UMCCs and the government identified from analysing the 




Table 20: Major contributions from analysis of the themes 
Contribution Description of the contribution 
 
C1 
Information quality results 
from a process with 
sequential stages 
 
Information quality has initial, intermediate and termination stages 
across the process of exchanging information and is more complex than 
the literature suggests. This was supported by findings across dimensions 
including information accuracy, timeliness, currency, relevance, 
frequency, accessibility, usefulness, interpretability, acceptability, 
credibility and availability. In timeliness, for example, the findings 
empirically identified four sequential stages: 1) requesting a decision, 2) 
relaying the request for a decision, 3) the act of decision making, and 4) 
communicating the decision. In contrast, existing information quality 
literature has restricted timeliness to a standard activity (Strandhagen, 
Arica & Dreyer 2014) and hypothesised criteria (Badenhorst, Maurer & 
Brevis-Landsberg 2013) to evaluate timeliness. The theoretical 
implications are that timeliness should now be considered in terms of 
initiation and the delivery phases of information. Information quality 
theory should be amended to include these phases of timeliness. This 
thesis has contributed to the literature by introducing a framework that 
incorporates six stages across the consolidated dimensions of 
information quality: information initiation, cognition, acquisition, 





dimensions and stages 
Interdependencies exist between the multiple dimensions of information 
quality. The findings showed a connection between availability of 
information, personal time management, documentary time 
management, completeness of information and appropriateness of 
information. This extends the work of Arazy and Kopak (2011), who 
found that accuracy could not be determined without relevant 
information. Further, the findings demonstrated the centrality of content 
as a dimension that links other information quality dimensions. This has 
not been adequately explained in the current literature. Neumann and 
Segev (1979) confined the connection to accuracy, currency and 
frequency. However, this thesis extends the connection to include 
certainty of message content, appropriateness of information, 
completeness of information, availability of information, time 
management, unreserved messaging and inclusive negotiations. The 
main theoretical implication is that information quality theory should be 
adapted to integrate these additional characteristics to present a more 
complete view of information content and how it interacts with the 
various dimensions of information quality. This interconnectedness 
extends to the six stages of information quality mentioned in the first 
contribution (C1), because the stages are incapable of creating 
information quality on their own. All of the stages need to be realised in 
sequence before information quality is generated. 
   
C3 
The effect of contextual 
factors on information 
quality 
Contextual factors affected the timeliness and currency of information. 
The findings determined that the previous practice of excluding UMCCs 
from participating in business and the corrective affirmative action laws 
later enacted meant that some UMCCs had a sense of entitlement. This 
sense of entitlement caused them to have a weaker sense of urgency. 
Further, the research found that UMCCs were distrustful and cautious of 
NMCCs due to the historical exclusive practices. As a result of these 
collective factors, the transfer of information was delayed between the 
supply chain members. The literature (Fuhrman et al. 2011) mentions the 
effect of language, experience and cultural artefacts on timeliness, but 
not the effect of these contextual factors. The key implication for theory 
is that contextual factors can condition a supply chain member’s attitude 
to information timeliness and currency. Therefore, information quality 
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Contribution Description of the contribution 
frameworks should be modified to include contextual factors in the 
discourse on information timeliness and currency.  
 
C4 
The effect of message 
processing behavioural 
traits on information 
quality 
Message processing behavioural traits were identified that represent the 
unique way in which UMCC suppliers absorb information. The research 
found that UMCC suppliers spend a significant amount of time 
interpreting received messages, because of their unwillingness to ask 
more knowledgeable people to assist them to understand unclear 
information content. The implication for theory is that message 
processing traits can cause delays in the transmission of information and 
the initiation of supply chain activities. Contemporary information 
quality theory mentions the effect of excessive information on 
interpretability (You, Kim & Lim 2016) and the trade-off between 
interpretability and accuracy (Valdes et al. 2016). However, there has 
been no mention of the effect of message processing traits on information 
quality. Information quality frameworks must therefore be adapted to 
reflect message processing traits as a moderator of information initiation 
and its relationship with information quality.  
 
C5 
The effect of time interval 
appropriateness on 
information quality  
A relationship was identified between time interval appropriateness and 
information quality. The findings indicated that delayed responses were 
a common feature of Ubuntu suppliers. Additionally, such response times 
were considered acceptable by UMCCs but unacceptable by NMCCs. 
This was consistent with Uspenskij’s (2017) view that different cultures 
perceive reasonableness of time differently. The theoretical implication 
of this finding is that these differing positions on the reasonableness of 
time intervals explains variations in the currency of information. As a 
result, information quality theory should be adapted to accommodate 
time interval appropriateness as affecting information quality. Randall 
and Wolff (1994, p. 405) explain the effect of time on the predictability 
of the relationship between intention and behaviour. In comparison, 
Neumann and Segev (1979, p. 273) and Bailey and Pearson (1983, p. 
541) hypothesise that the rate at which information is transmitted 
(behaviour) affects information currency. However, the literature does 
not provide an explanation for the rate of information transmission 
(enacted behaviour) in the context of information quality, because it does 
not consider time interval appropriateness a dimension that affects 
information quality.  
 
C6 
The effect of information 
dishonesty on information 
quality. 
Information dishonesty was found to affect information quality. Analysis 
of the data showed that information dishonesty was related to personal 
attributes such as data detail level preferences, attention to detail, error 
tolerance and literacy, and had an effect on information accuracy. In 
addition, the research determined that information dishonesty was driven 
by some UMCCs’ strong willingness to participate in business 
transactions. The findings in this project determined the effect of 
information dishonesty on information quality to be greatest in the 
planning of supply chain activities. The findings extend the literature by 
showing that the risk of inaccuracies that result from information 
dishonesty can be addressed by introducing additional NMCCs into the 
supply chain to safeguard against the failure of UMCCs to deliver on 
their promises to supply. The findings further extend the literature by 
linking motivations of information dishonesty, such as the intention to 
increase worthiness to partake in activities, to the context of information 
quality. The findings also challenge Balasubramanian, Bennett and 
Pierce (2017) because no evidence was found in this research project of 
information dishonesty not progressing beyond a certain point. 
Information quality and supply chain management theory should 
therefore be amended to include information dishonesty in the discussion 




7.3 Considerations for NMCCs 
Thirty-two themes were identified that affected the way in which NMCCs need to 
manage supply chains incorporating UMCC suppliers to increase information quality. 
Of these, the themes that could be described as commercial organisation skills, 
business performance orientation and desire to build social capital are the most 
important. Differences between NMCC and UMCC commercial organisation skills 
can have significant effects on supply chain information quality because of the 
underlying effects of enthusiasm of responses, accessibility of information, availability 
of information, personalisation bias, inclusivity, judgement and planning competence 
as well as level of aggression among older staff. These factors led to delayed 
information, which was primarily the result of poor recordkeeping, incomplete 
information and differing preferences for the mode of sharing information between 
NMCCs and UMCCs. Other identified aspects were information dishonesty, which 
was driven by eagerness to do business, generational differences, which affected the 
speed of information transmittal, and the exchange of large amounts of inappropriate 
information. 
Business performance orientation was an important theme affecting information 
quality because of the effects of its components, which included appropriateness of 
information, completeness of information, accuracy of information, time horizon 
focus, judgement and planning competence and drive for interorganisational 
benchmarking. The findings indicated that NMCCs need to be cautious of UMCCs’ 
behavioural traits as they relate to information quality. Some of these traits include 
low attention to detail and poor ability to judge their own capacity to supply. 
Consequently, NMCCs need to adopt preventive strategies to overcome these issues, 
such as persevering in the pursuit of appropriate information, rewards for good 
information performance and finding contingent suppliers.   
Differences in the desire to build social capital was also found to have a significant 
effect on information quality in the supply chain. This was partly due to cultural 
elements that promoted face-to-face business interactions among NMCCs and 
UMCCs. Such elements included relationship building interactions, collaborative 
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planning, forecasting and replenishment, building information processing capacity, 
information frequency and emulative routines. As a result, the enhancement of 
information quality demands that NMCCs consider ways to increase direct contact 
with their UMCCs, because UMCCs were found to resent not meeting NMCCs face 
to face. Another underlying (and contradicting) feature was unreserved messaging, 
which showed UMCCs tendency to withhold information due to a lack of trust, even 
when business relationships had been formalised. This highlights a need for NMCCs 
to generate higher information frequency by pursuing UMCCs regularly and finding 
ways to gain their trust. 
7.4 Considerations for UMCCs 
The findings indicated that UMCCs must focus on business performance orientation, 
aggressive negotiation, time interval appropriateness, supplier’s managerial 
experience, commercial organisation skills and resistance to impersonalisation to 
increase supply chain information quality. The most important are business 
performance orientation, aggressive negotiation and time interval appropriateness. In 
business performance orientation, the key factors were completeness of information, 
drive for interorganisational benchmarking and focus on income generation. The 
findings have determined that UMCCs must ensure completeness of information to 
satisfy the information quality expectations of NMCCs. Additionally, UMCCs must 
frequently review market reports to compare their performance with that of 
competitors. Inclusion of comparative market data in UMCC reports will help to 
improve the information UMCCs presented to NMCCs. Further, introducing multiple 
metrics in performance reports will enable UMCCs to critically assess their business 
performance from different perspectives. On the whole, it is important for UMCCs to 
demonstrate a willingness to learn and welcome challenges from more experienced 
NMCCs.  
Aggressive negotiation is a significant difference between UMCC and NMCC 
organisations in a supply chain, which affects information quality because of the 
effects of opportunistic predisposition, desire for bargaining power and emulative 
routines on information quality. Opportunistic predisposition implies that UMCCs will 
respond quicker and make information available to NMCCs as they strive to 
demonstrate their ability to meet their information needs. UMCCs’ desire for 
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bargaining power arises when UMCCs perceive information content from NMCCs to 
be unacceptable. This occurs when some NMCCs use their size to make business 
demands that are undesirable to UMCCs, such as requesting UMCCs to change their 
pricing (information). Additionally, UMCCs need to emulate the routines of NMCCs 
to enhance information availability by situating themselves in proximity to NMCCs to 
attract new business. Such actions may include attending social events where NMCCs 
are likely to be present. 
Time interval appropriateness is important for UMCCs because of the influence of 
documentary time management, achieving target-oriented communication and 
urgency for decision outcomes. The research determined that UMCCs should make an 
effort to respond quickly to informational requests or so as to improve information 
timeliness. Time interval appropriateness extends to compliance with deadlines set by 
NMCCs for the timely return of documents. UMCCs need to ensure that they comply 
with these deadlines to improve information flow scheduling and their secondary 
effects on other dependent information exchange events such as meetings. Finally, 
UMCCs must adopt the practice of delegating decision making to junior managers to 
increase the speed of information transmittal. 
7.5 Considerations for government 
Government should pay attention to developing the skills of UMCCs in the areas of 
time interval appropriateness, business performance orientation, respect confirmation, 
resistance to impersonalisation and building information processing capacity to 
improve information quality in supply chains involving NMCC organisations. The 
most significant of these are time interval appropriateness, desire to build social 
capital, respect confirmation and resistance to impersonalisation. The government 
should introduce workshops to expose the senior staff of UMCCs to best-in-class 
practices and address the effect of time interval appropriateness. In these workshops, 
UMCCs with short-term outlooks could learn about the benefits of long-term planning 
to encourage them to remain in business for longer periods. This will ensure that 
UMCCs can continue to have an opportunity to be suppliers.   
Similarly, the government should present programs that promote collaboration 
between NMCCs and UMCCs in building information quality development systems 
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that benefit the wider supply chain rather than individual members. Subsidies and low 
interest loans could be made available to supply chain members who can demonstrate 
that the investment will benefit a number of suppliers within the group. The policies 
should require supply chain members to introduce metrics that report on their 
collaborative achievements. Testimonials of successful supply chain collaborations 
must be communicated widely to encourage other supply chains to participate in such 
collaborative initiatives.  
Conventions should be held to assist NMCCs to understand the sensitivities of UMCCs 
around stringent information standards. Such platforms can assist NMCCs to present 
their requirements in ways that are less provocative to UMCCs. Similarly, UMCCs 
can be taught about the merits of such standards and why they are necessary if UMCC 
supply chains are to compete in world markets.  
Policies aimed at increasing the use of technology might be resisted in line with some 
UMCCs’ preference for personalisation. The government should incentivise NMCCs 
to maintain a dual information processing system for interacting with UMCCs to 
address the effect of resistance to impersonalisation. The dual system could be 
comprised of a technological information processing system and a system (e.g., a help 
desk) for face-to-face interactions with UMCCs who have not adopted IT because of 
poor literacy. Training programs should be introduced to enhance IT adoption rates 
among UMCCs. The face-to-face system could be gradually discontinued as UMCCs 
increasingly become familiar with the use of IT.   
7.6 Limitations of this research 
The project draws on participants situated in three organisational areas: procurement, 
human resource management and logistics. These groups may not be able to comment 
on every aspect of information quality in the entire supply chain. The research was 
conducted within the context of an environment regulated by affirmative action laws. 
Therefore, the findings may not be completely generalisable to information quality in 
unregulated environments. While information exchanges within supply chains may 
include similar contexts to information exchanges outside, generalisability may 
potentially be restricted to the quality of information exchanges between supply chain 
members and not between members and non-members of the supply chain. The 
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research design assumed participants who identified with Ubuntu culture belonged to 
a single group; however, in reality, Ubuntu culture is comprised of many subcultural 
groups with distinct characteristics. For example, the findings indicated that some 
participants perceived people from the Zulu subculture to be proud and honest, 
whereas people belonging to the Xhosa subculture were perceived to be loud, arrogant 
and less attentive to detail. Accordingly, these distinctions may produce different 
information quality outcomes. Therefore, further research concentrating on the effect 
of subcultural groups on supply chain information quality would be informative and 
enable a more in-depth understanding than was possible in this project.   
7.7 Future research 
Although this project has indicated that information quality can be viewed as a process 
with sequential stages, a better understanding of these processes could be achieved by 
future projects focused on the following: 
1. Identifying whether a study of information quality in the context of subcultural 
Ubuntu groups would yield the same results. 
2. Investigating the effect of rural versus urban suppliers on information quality 
and identifying the differences. 
3. Determining the effect of different generational groups on information quality. 
7.8 Concluding remarks 
This project has explained how cultural differences in a supply chain can affect the 
relationship between information management and information quality. The findings 
determined that information quality is an outcome of a process with sequential stages 
and identified a number of related cultural aspects not reflected in contemporary 
information quality and supply chain management literature. The research has 
determined that there are six stages in the process that combine to generate information 
quality: information initiation, cognition, acquisition, constitution, transmission and 
assessment. The related cultural aspects include desire to build social capital, caution, 
aggressive negotiation, respect confirmation, time interval appropriateness, resistance 
to impersonalisation, business performance orientation, managerial experience and 
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commercial organisational skills. These aspects, along with elements of supply chain 
management and information quality theory, supported by the findings, were 
integrated into a new framework for information quality in supply chains. 
An understanding of how the interactions between factors resulting from cultural 
differences in a supply chain affect information quality, as shown in Figure 20, will 
help to guide practitioners who seek to do business in multicultural supply chains. 
These findings extend the literature in a number of important areas including 
behavioural traits, personal attitudes, culture, interorganisational relationships, 
decision making, information exchanges, time perception, market rivalry and supplier 
maturity. They also offer useful guidance for policy makers whose task is to create the 
regulatory and institutional environment required for such businesses to succeed. This 
thesis responds to increasing affirmative action laws by enhancing understanding of 
how information quality is generated and providing a mechanism for information 
quality management within supply chains in culturally diverse environments. The new 
framework provides a useful tool for understanding and achieving the value-adding 
potential of information quality. These findings will help NMCCs, UMCCs and the 
government to improve information quality in supply chains and to swiftly respond to 
growing issues such as globalisation and economic integration, which are making 
markets for goods and services increasingly competitive, and more important for 
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Appendix A – Interview protocol 
The steps below were followed to enable the planning and management of the 
convergent interviewing process, as recommended by Carson et al. (2001): 
Step 1: Approaching the participants 
Step 2: Arranging a time and setting 
Step 3: Establishing rapport and neutrality 
Step 4: Opening question 
Step 5: Probe questions 
Step 6: Inviting a summary 
Step 7: Concluding the interview 
 
Step One: Approaching the participants 
The first round of participants were contacted with assistance from the human 
resources department of an international beverage company with which the researcher 
had good contacts. Following the introduction by the human resources director, the 
researcher discussed the project with the RCPO of the South African subsidiary. The 
researcher described the research objectives before the RCPO indicated that it would 
be reasonable to approach supply chain managers in the organisation and provided 
their contact details. Using the contact details included in the list of supply chain 
managers, the researcher sent emails on 1 February 2018 to invite the potential 
participants to participate in an interview. The email included a Plain Language 
Statement and a Consent Form, which provided additional details of the research 
project. Additional participants, in the later interview rounds, were found through 




Step Two: Arranging a time and setting 
When a participant agreed to participate in the interview process, an interview time 
was agreed and confirmed (Carson et al. 2001) using Microsoft Outlook or Blue Jeans 
scheduling facilities. Using Microsoft Outlook, the researcher provided the 
participants with a list of the topical areas that would be covered in the interview. The 
participants were also made aware of the mode of interviewing and expected interview 
duration, which ranged between 30 and 60 minutes (Rao & Perry 2003) using Skype 
or Blue Jeans video conferencing technologies. As the interview rounds progressed the 
duration of the interviews increased because of the increasing number of probe 
questions. 
Step Three: Establishing rapport and neutrality 
The interview process began with pleasantries, an explanation of the purpose of the 
study and clarifying issues of confidentiality (Logan et al. 2013). As such, the 
interviewees were informed about why they were being asked to participate. They 
were made aware of their freedom to withdraw from the interview without giving a 
reason. The interviewees were asked for permission to use an audio recorder. The 
interview commenced only after all of these administrative issues were clarified 
(McClymont, Gow & Perry 2014). 
Step Four: Opening question 
The interview opened with a screening question (Vogt, Gardner & Haeffele 2012) to 
ensure that the interviewee was eligible to participate (i.e., had experience of 
exchanging information in a mixed cultural supply chain). This was followed by an 
open-ended question to encourage the interviewee to speak freely (Jepsen & Rodwell 
2008) about exchanging information in culturally mixed supply chains, in a way that 
was meaningful to them (Logan et al. 2013). The opening question was ‘I am interested 
in understanding your experience of exchanging information with suppliers who are 
culturally different. Tell me what you think is important (or interesting) about sharing 





Step Five: Probe questions 
As the discussion of the interviewee’s supply chain experiences developed, the 
researcher drew out an open interpretation, then concentrated on specific issues 
(Williams & Lewis 2005). In the process, probe questions were asked (Godden, Healy 
& LeBrun 1996) to keep the interviewees focused on the research topic. Probe 
questions enabled issues, including agreements and disagreements, from previous 
interviews to be explored. It further provided focus of the interview under time 
restrictions. 
Step Six: Inviting a summary 
Summary notes were taken to capture the emergent key issues converging with the 
data collected in previous interview rounds (Glanville bin Mohamad & Perry 2015). 
Towards the end of the interview, the interviewees were asked questions such as ‘What 
is the most pleasant experience you have had from exchanging information with 
culturally different suppliers?’ and ‘What is the most challenging experience you have 
had from exchanging information with culturally different suppliers?’ This was to 
enable some prioritisation of the issues.  
Step Seven: Concluding the interview 
At the end of the interview, when the participants could not contribute new information 
and all planned questions had been asked, the researcher indicated what would happen 
to the data (Logan et al. 2013). The interviewee was thanked for participating and 
reassured that the collected data would remain confidential. A copy of the resulting 













Gender Background Role 
P1 6/02/2018 1 Male NMCC Procurement  
P2 7/02/2018 1 Male NMCC Procurement  
P3 14/02/2018 1 Male NMCC Procurement  
P4 19/02/2018 1 Female NMCC Procurement 
P5 20/02/2018 1 Female NMCC Procurement 
P6 2/03/2018 2 Male NMCC Procurement 
P7 5/03/2018 2 Male NMCC Procurement 
P8 6/03/2018 2 Male UMCC Procurement 
P9 7/03/2018 2 Female NMCC Procurement 
P10 16/03/2018 3 Female NMCC Procurement 
P11 22/03/2018 3 Female UMCC Human resource management 
P12 12/04/2018 3 Male UMCC Outbound logistics 
P13 17/04/2018 3 Female UMCC Outbound logistics 
P14 26/04/2018 4 Male UMCC Human resource management 
P15 30/04/2018 4 Male UMCC Outbound logistics 
P16 30/04/2018 4 Male UMCC Human resource management 
P17 1/05/2018 4 Male NMCC Procurement 
P18 3/05/2018 5 Male UMCC Human resource management 
P19 10/05/2018 5 Female UMCC Procurement 
P20 12/05/2018 5 Female UMCC Outbound logistics 






















P1 6/02/2018 1 1:10:00 
P2 7/02/2018 1 0:43:37 
P3 14/02/2018 1 1:28:39 
P4 19/02/2018 1 0:39:59 
P5 20/02/2018 1 0:55:14 
P6 2/03/2018 2 1:11:24 
P7 5/03/2018 2 0:45:26 
P8 6/03/2018 2 0:59:43 
P9 7/03/2018 2 0:52:10 
P10 16/03/2018 3 0:46:46 
P11 22/03/2018 3 1:37:56 
P12 12/04/2018 3 1:34:17 
P13 17/04/2018 3 1:11:05 
P14 26/04/2018 4 1:57:22 
P15 30/04/2018 4 1:23:42 
P16 30/04/2018 4 1:19:05 
P17 1/05/2018 4 0:47:01 
P18 3/05/2018 5 
Completed a 
questionnaire 
due to poor 
availability 
P19 10/05/2018 5 0:46:24 
P20 12/05/2018 5 0:58:58 
P21 12/05/2018 5 1:09:45 
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